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PROJECT OVERVIEW
Objectives
In order to continually meet and exceed the expectations of its community, the City of Lethbridge regularly
conducts community surveys that assess citizens’ satisfaction levels, needs, priorities, and attitudes
towards living in Lethbridge. To this end, the City commissioned Ipsos Reid to conduct its 2008 Community
Values and Citizen Satisfaction Survey, with a specific focus on understanding citizens’ attitudes towards
local issues, their quality of life, municipal services, communication needs, finances, and City priorities. The
insight gained from this research will ultimately help guide the City in making decisions around planning,
budgeting, and priority setting.
Specific research objectives included exploring:
•

Top-of-mind issues in need of attention from local leaders;

•

Perceptions of quality of life;

•

Attitudes towards living in the City of Lethbridge;

•

Perceived importance of, and level of satisfaction with, City services;

•

Information needs and preferred communications methods;

•

Funding and financing;

•

Attitudes towards growth and development in the City of Lethbridge;

•

Perceptions of the City’s downtown area; and,

•

Most important priorities for the City, and perceptions of the City’s performance in meeting specific
priorities.
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Methodology
In total, 400 telephone interviews were conducted with a randomly selected representative sample of
Lethbridge residents aged 18 years or older. To ensure randomness within households, the “birthday
method” of selecting respondents was used (i.e., asking to speak to the adult in the household who had
most recently celebrated a birthday). The sample of City residents was drawn by postal code and
respondents were asked in the beginning of the survey whether or not they live in the City of Lethbridge to
further validate residency. All interviews were conducted between the dates of May 21 and 28, 2008.
Overall results are accurate to ±4.9 percentage points, nineteen times out of twenty. The final data were
weighted to reflect the relative size of each region in Lethbridge (North, South, and West) and to ensure the
age and gender distribution reflects that of the actual population according to the 2006 Census.
Where comparable, this year’s results have been tracked and reported against similar surveys conducted
by the City of Lethbridge in previous years. Tracking allows the City to understand how citizens’ attitudes
and priorities are changing, identify new or emerging issues facing Lethbridge, and assess the progress the
City is making in addressing key issues.
In addition, the results for the 2008 survey have also been benchmarked against Ipsos Reid’s database of
municipal norms where available. Normative comparisons allow the City of Lethbridge to understand how it
is performing compared to other municipalities in Alberta and Canada on similar issues, thereby providing
additional insight, context, and benchmarks against which the City can evaluate its performance.
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KEY FINDINGS
Overall, the survey results should be viewed in the context of a positive and satisfied community.
Citizens’ overall perceptions towards the community and City are positive, pointing to an overall sense of
general satisfaction with life in Lethbridge. For example, the majority of citizens:
•

Use positive words or phrases (clean, friendly) to describe Lethbridge as a city overall;

•

Rate their quality of life favourably;

•

Demonstrate positive and optimistic impressions of Lethbridge as a city, including being a great
place to raise a family, being proud to live in Lethbridge, believing Lethbridge has a bright future,
agreeing Lethbridge has a vibrant and healthy local economy, and feeling safe and secure in
Lethbridge;

•

Are satisfied with City services and programs;

•

Are satisfied with the City’s performance in meeting key Council priorities; and,

•

Feel they receive good value for their municipal tax dollars.

While overall perceptions of quality of life in Lethbridge remain high, there has been a slowing in
positive momentum. Virtually all citizens rate the quality of life in the City of Lethbridge favourably, and
quality of life ratings have not significantly changed from 2005. However, yearly comparisons showing how
citizens feel the quality of life has changed over the past three years find there has been a decline in
positive momentum to the direction quality of life is taking. Specifically, while there was a strong sense that
the quality of life was improving in 2005, this year’s results show a much more tempered view with quality
of life simply seen as remaining steady rather than improving. It is not unusual to see a plateau in quality of
life once it reaches a certain level in the community, and while this may not yet be a cause for concern
given that momentum has plateaued at a very high level, it is something the City may want to monitor over
the next few years to ensure that momentum does not turn negative, thereby indicating a deteriorating
quality of life.
Concerns around taxation/municipal government spending sit high on the public issue agenda.
Furthermore, residents’ concerns in this area have increased significantly since 2005, indicating this is a
growing concern for the community. Closer analysis of the data shows that citizens’ concerns in this area
primarily centre around the taxes they pay, although a few also express concern for the level of government
spending.
Residents’ tax-related concerns are also evident when looking at the perceived value for taxes, which, while
high, have dropped significantly this year as compared to 2005. This decline in perceived value for taxes
may in part explain why concerns around taxation/ municipal government spending have increased this
year. The consistency of these findings suggests this is one area in need of greater attention from local
leaders.
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Social issues are also a very topical issue in Lethbridge this year. Concerns over social issues are a
consistent theme throughout the survey. For example:
•

Social concerns (particularly around housing and the affordability of housing) are tied with
taxation/municipal government spending as the most important top-of-mind issue facing the City of
Lethbridge this year. Social-related concerns have also significantly increased since 2005.

•

A lack of housing/affordable housing is cited as one of the main reasons why some citizens think
the quality of life in Lethbridge has worsened over the past three years.

•

Of all the services tested, citizens are the least satisfied with the City’s social housing.

•

While the vast majority of citizens believe it is important for the City to increase the number of
affordable housing units in Lethbridge, much fewer say they are satisfied with the City’s
performance in this area. In fact, this is identified as a primary weakness of the City.

Addressing these social-related concerns, particularly around affordable housing, will be important and
should be a key priority for the City.
Growth is not yet a top-of-mind concern, but has had an impact on the community. While very few
residents mention growth as the most important local issue facing their community on a top-of-mind basis,
the vast majority think it is important for the City to develop a growth management strategy for the
community. The fact that growth does not surface as a higher concern on a top-of-mind basis may in part
be because residents are generally satisfied with the City’s growth management strategy to-date, and thus
do not see it as an area in need of immediate attention.
That said, closer analysis of the survey results suggests that growth is nonetheless a topical issue in the
community, and one that has had both positive and negative consequences for residents. For example,
analysis of the reasons why quality of life has improved or worsened suggests that Lethbridge’s growth has
divided the community into two camps: those who feel they have benefited from growth and those who feel
that growth has detracted from their quality of life. Furthermore, while overall perceptions of growth and
development in Lethbridge are positive, comparisons of this year’s results to those reported in 2005
suggests that residents are becoming less confident about growth and development prospects for the City,
with fewer residents this year agreeing it is possible for the City to grow while maintaining the quality of life
residents have come to enjoy and that the City is doing a good job managing the level of development and
growth in the City. Residents this year are also more critical of the City’s land use and community planning,
further supporting the suggestion that the public has some concerns about the growth that is happening in
Lethbridge. Overall, these findings suggest that while growth currently sits lower on the public issue
agenda, there is the potential for this to change.
To ensure that concerns about growth do not increase, the City may want to set this as another priority and
regularly consult with/monitor the community’s growth-related concerns. Furthermore, the City may also
want to look at more ways to allow for development in both existing urban areas and new land surrounding
urban areas in Lethbridge. This was by far citizens’ most preferred growth management strategy tested in
the research.
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Overall satisfaction with the City’s services and programs is high but down from last year. As
mentioned earlier, the vast majority of citizens are satisfied with the overall level and quality of City services
and programs this year. Despite this overall favourable assessment, there has been a significant drop in
satisfaction with City services this year. While not yet a cause for concern given that the vast majority of
citizens are still satisfied with the City’s performance in this area, it is something the City may want to keep
an eye on to ensure that satisfaction levels do not continue to drop in future years.
When it comes to the delivery of services, the City of Lethbridge has four primary strengths and
four primary weaknesses this year. The City’s primary strengths (rated high in both performance and
importance) are fire and ambulance services, parks and open spaces, police services, and garbage
collection. The City should strive to maintain positive perceptions in these areas given their importance to
citizens. Conversely, the City also has four primary weaknesses (rated high in importance but relatively
lower in performance), including recreational facilities, maintenance, cleaning and upgrading of streets and
sidewalks, land use and community planning, and recycling. The City should make a concerted effort to
markedly improve its performance in these areas. These also represent the best opportunities for improving
overall satisfaction with City programs and services.
While there is near universal agreement among residents that the state of Lethbridge’s environment
today is good, impressions of the City’s environmental programs and services are only moderately
favourable. Virtually all residents rate the overall state of Lethbridge’s environment today as “very good” or
“good”, which may in part explain why the environment does not rate higher on a top-of-mind basis despite
other survey findings showing that it is important to citizens that the City contain or reduce the community’s
total impact on the environment. In comparison, fewer (but still the majority) citizens are satisfied with the
City’s programs and services aimed at helping residents reduce their environmental impact. While most
residents are nonetheless satisfied with the City’s performance in this area, this is one area the City may
also want to keep an eye on to ensure its environmental initiatives are meeting citizens’ needs and
expectations.
When it comes to Council priorities, the City has two primary strengths and two primary
weaknesses. Of the priorities tested, the City’s two primary strengths (rated high in both performance and
importance) are its growth management strategy and efforts to contain or reduce the community’s
environmental impact. The City should strive to maintain positive perceptions in these areas given their
importance to citizens. The City’s two primary weaknesses (rated high in importance but relatively lower in
performance) are communication with citizens and the number of affordable housing units. The City should
make a concerted effort to markedly improve its performance in these areas. These also represent good
opportunities for improving overall perceptions of the City.
Overall perceptions of the City’s operations are favourable. However, the amount of City-provided
information could be increased. Citizens demonstrate the most favourable impressions of City staff’s
courteousness, helpfulness, and knowledge. Relatively lower scores are seen for accessibility and
response time, suggesting these could be possible areas for improvement.
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One area of City performance that could also be improved is the amount of information provided to
residents, with nearly one-third of citizens saying they receive “too little” information from the City. This is
consistent with other survey findings showing that two-way communication between City Council and the
community is a weakness of the City and could be improved. In terms of what specific types of information
citizens are most interested in receiving from the City, the survey finds there is greatest demand for
information related to leisure/recreation and budget/tax spending.
There is a gap between current and preferred methods of communication. While the newspaper and
television are currently the two main methods of receiving information from the City, citizens would prefer to
receive information via direct mail. If possible, the City should try to match its communication methods with
those most preferred by citizens.
The City website is another good way of communicating with citizens. Overall, the City website is the
third most preferred way of receiving information from the City, placing behind direct mail and the
newspaper. The survey suggests that many citizens are already accessing the website for information, with
more than half saying they have been to the City’s website in the last 12 months. Of these citizens, the vast
majority found the content of information and online services helpful, indicating the website is meeting the
needs of most users.
Citizens are moderately likely to use online services if they were available in the future. The
likelihood of using online payment options varies. The online services tested in the research (personal
property tax information, assessment information, online registration for recreation, and electronic utility bill)
garner the interest of approximately two-thirds of citizens, indicating there is a demand for these types of
services. In comparison, the likelihood of using online payment options varies. While most citizens would
likely use online payment options for utility bills, parking tickets, and registration, there is mixed reaction
towards using the City’s website to pay things such as bylaw fines, permits, maps, real property report, and
dog licenses. Citizens demonstrate little interest in using the City’s website for bus passes and business
licenses. The limited appeal of some of these services and options suggests this is not something the City
should invest too heavily in, or at the very least primarily focus activities on those that citizens are most
likely to use.
Perceived value for user fees varies. Overall, citizens are most likely to say they receive good value for
the user fees they pay for drinking water. Other services receiving high value for user fee ratings include
wastewater treatment, garbage pick-up, swimming, and skating. In comparison, citizens are more tempered
in their perceptions regarding user fees for City transit and recycling, indicating these may be two areas in
need of improvement to ensure that citizens feel they receive good value for the user fees they pay. These
findings are consistent with other survey results showing that transit and recycling are weaknesses of the
City.
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While citizens prefer tax increases over service cuts, their tolerance for tax increases has gone
down since 2005. To deal with the increased cost of maintaining current service levels and infrastructure,
more citizens say they would prefer to see the City increase taxes than cut services, indicating that
residents would prefer to pay out of their own pockets to maintain current service levels. While citizens
have consistently opted for tax increases over service cuts, this year’s results show a much lower tolerance
for tax increases. Citizens’ greater reluctance to pay increased taxes this year may in part reflect the drop in
perceived value for taxes also noted in this year’s results. In other words, citizens may be less willing to pay
more in taxes if they already feel they don’t receive as good value as in the past.
Lethbridge’s downtown is important to residents, although citizens demonstrated mixed
perceptions of the downtown in other areas. The vast majority of citizens agree that the downtown is
important to the community as a whole, indicating that citizens value Lethbridge’s downtown area. Fewer,
but still the majority, agree the downtown offers a range of arts, culture, and entertainment opportunities.
However, citizens demonstrate more mixed impressions of the downtown in other areas, particularly when it
comes to being vibrant and active, attractive to business, and safe. Given the importance of the downtown
to citizens, the City may want to focus efforts on improving perceptions of its downtown in these areas.
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DETAILED FINDINGS
Most Important Issues
Most Important Issues
Citizens want leaders to focus on taxation/municipal government spending and social issues most
of all. Concerns around these issues have increased over the past three years.
Overall, residents identify taxation/municipal government spending (25%) and social concerns (25%) as the
two most important local issues facing the City of Lethbridge today. Specific concerns related to each of
these issues are as follows:
•

Taxation/municipal government spending (25%) – top mentions include “taxes” (22%) and
“government spending” (3%).

•

Social (25%) – here, the top concerns are “affordable housing” (9%), “housing/ housing shortage”
(6%), “homeless” (4%), “native/aboriginal housing/urban reserve” (2%), “safety” (2%), “senior
issues, including senior housing” (1%), and “social issues” (1%).

Transportation also ranks high on the public’s issue agenda, mentioned by 20% of citizens overall. Specific
transportation-related concerns include “roads/road construction/road upgrades” (7%), “bridge issues/need
new bridge” (4%), “traffic” (4%), “transportation” (3%), and “transit” (3%).
Comparison to our municipal norms shows that these results are different from what is reported by
residents of other Canadian and Albertan municipalities, where taxation/ municipal government spending
falls behind concerns around transportation, crime, growth, and social issues. Further analysis shows that
issues that are significantly more of a concern in Lethbridge than elsewhere are taxation/municipal
government spending and social issues. Conversely, issues that are significantly less likely to be mentioned
in Lethbridge are transportation, crime, and growth.
This year’s results are also different from what was reported in 2005, when transportation and municipal
government services topped the public issue agenda. Issues that have significantly increased in importance
this year are taxation/municipal government spending (up 14 points), social (up 8 points), and the
environment (up 3 points). However, residents this year place significantly less emphasis on municipal
government services (down 9 points) and education (down 5 points). While transportation-related concerns
have also dropped slightly this year, this decrease is not statistically significant.
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Most Important Issues
1. In your view, as a resident of the City of Lethbridge, what is the most important LOCAL issue facing the City
today, that is the one issue you feel should receive the greatest attention from your local leaders?
First Mention
20%

Taxation/Municipal Government Spending (NET)
Social (NET)

16%

11%
17%

20%

Municipal Government Services (NET) 6%

2005

25%
25%

Transportation (NET) 10%

Economy (NET) 4

8%
8%

Taxation/Spending

7%

25%

Norms

12%

Education (NET) 3
Crime (NET)

Other Mentions

Canada

Alberta

10%

8%

21%
10%

Social

14%

15%

Transportation

29%

39%

13%

Municipal Gov’t
Services

9%

9%

6%

Healthcare (NET)

5%

Economy

6%

4%

5%

Environment (NET)

5%

Education

8%

10%

2%

Growth (NET)

5%

Crime

15%

18%

Other (NET)

19%

Nothing 8% 8%
Don’t know/not stated

5%

Healthcare

7%

8%

Environment

7%

4%

12%

Growth

15%

11%

15%

5%

6%

Base: All respondents (n=400)

When the data are analyzed further, a number of significant demographic differences emerge.
•

Taxation/municipal government spending – mentioned more often by men (32%, compared to 18%
of women), those aged 35 or older (includes 26% of those aged 35 to 54 and 35% of those 55 plus,
compared to 9% of those aged 18 to 34), those earning at least $30,000 (includes 25% of those
earning $30,000 to less than $60,000, 31% of those earning $60,000 to less than $90,000, and
27% of those earning $90,000 or more, compared to 8% of those earning less than $30,000),
homeowners (29%, compared to 5% of renters), those who have lived in Lethbridge for 25 or more
years (38%, compared to 6% of those who have lived in the area for less than 5 years), those
without children at home (33%, compared to 19% of those with children), and those saying they
receive poor value for their taxes (43%, compared to 19% saying good value).

•

Social issues – mentioned more often by those earning less than $30,000 (40%, compared to a low
of 15% among those earning $90,000 or more) and renters (38%, compared to 21% of
homeowners).

•

Transportation – mentioned more often by those earning $90,000 or more (27%, compared to 10%
of those earning less than $30,000) and those who have lived in Lethbridge for less than 10 years
(27%, compared to 14% of those who have been in the area for 25 or more years).
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Quality of Life and Impressions of Lethbridge
Describing Lethbridge Overall
Perceptions of life in the City of Lethbridge today are predominately favourable.
Despite the concerns that residents have about specific issues facing the City, analysis of the words or
phrases that citizens use to describe Lethbridge as a city overall point to a very positive impression of the
community. Overall, the top three mentions are “clean” (21%), “friendly” (18%), and “good place to live”
(14%).
These results are similar to what was reported in 2005.

Quality of Life and Impressions of Lethbridge
Describing Lethbridge Overall

7. What three words do you think best describe Lethbridge as a city overall?
2005
Clean

21%
18%

Friendly

14%

Good place to live

20%
22%
12%

Windy

9%

9%

Safe

9%

13%

Beautiful

8%

9%

Growing/growth

8%

12%

8%

5%

Community based/oriented
Family oriented

7%

7%

Vibrant

5%

4%

Successful/prosperous/thriving

5%

2%

Good size

5%

4%

Small

4%

Quiet

4%

Don'
t know /not stated

8%
5%

11%

Base: All respondents (n=400)

7%
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Overall Quality of Life
Perceptions of quality of life in the City of Lethbridge are also positive and unchanged from 2005.
Virtually all (98%) citizens rate the quality of life in the City of Lethbridge favourably, with 41% saying “very
good” and 57% saying “good”.
Lethbridge residents’ perceptions of quality of life are on par with what we have seen in other Canadian and
Albertan municipalities.
Furthermore, perceptions have not significantly changed since 2005.

Quality of Life and Impressions of Lethbridge
Overall Quality of Life

2. How would you rate the overall quality of life in the City of Lethbridge today?

Very good

41%

Total Very Good/Good
2008: 98%
2005: 98%
Good

57%

Norms: Total Very Good/Good
95% Canada Overall
95% Alberta
Poor

2%

Total Very Poor/Poor
2008: 2%
2005: 1%

2002*
Very Good: 35%
Good: 59%

Very Poor

0%

Fair: 6%
Poor: 0%

Base: All respondents (n=400)

Citizens who are the most likely to rate the quality of life in Lethbridge favourably (combined “very
good/good” ratings) include those:
•

Living in the South or West (100% and 99%, compared to 95% in the North);

•

With a university degree (100%, compared to 96% of those with a high school education or less);
and,

•

Homeowners (99%, compared to 95% of renters).
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Changes in Quality of Life
2008 results show that citizens say that quality of life over the last three years remains unchanged.
While 2005 saw positive momentum to the direction quality of life is taking, this year’s results show that
citizens think the quality of life has not changed over the past three years.
Nearly two-thirds (64%) of citizens believe the quality of life in Lethbridge has “stayed the same” over the
past three years. During this same time frame, 17% say the quality of life has “improved”, while 17% say it
has “worsened”, resulting in a net momentum score (improved – worsened) of 0 points. Overall, these
findings suggest that perceptions of quality of life have remained steady over the past three years.
While this is similar to what is reported by those living in other Canadian municipalities (net score of +2
points), it is significantly different from the Alberta norm (net score of –9 points). Albertans as a whole are
generally much more likely to report a declining quality of life, unlike residents of Lethbridge which take a
more tempered view in saying their quality of life has not really changed over the past few years.
Although Lethbridge residents are more positive than Albertans as a whole, this year’s results are different
from what was reported in 2005 when there was net positive momentum to the direction quality of life was
taking (net score of +28 points). The fact that quality of life has remained steady this year suggests a
slowing in positive momentum, and it is not unusual to see a plateau in quality of life once it reaches a
certain level in the community. While not currently a concern given that momentum has plateaued at a very
high level, this is something the City may want to monitor over the next few years to ensure that momentum
does not turn negative (thereby indicating a deteriorating quality of life).

Quality of Life and Impressions of Lethbridge
Changes in Quality of Life

3. And, do you feel that the quality of life in the City of Lethbridge in the past three years has … ?
Net Score:
2008: 0
2005: +28

17%

Improved

Norms: Improved
24% Canada Overall
22% Alberta

2005: 34 %

64%

Stayed the same

17%

Worsened

2005: 6%

2005: 57 %

Norms: Worsened
22% Canada Overall
31% Alberta
2002
Better: 33%

Don't know/not stated

3%

2005: 3%

About the Same: 55%
Worse: 7%

Base: All respondents (n=400)
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•

Citizens living in the North are the most likely to feel the quality of life has “improved” over the past
three years (21%, compared to 11% of Southern respondents).
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Why Quality of Life has Improved?
Growth is the primary reason behind perceptions of an improved quality of life.
In total, 17% of citizens say the quality of life in the City of Lethbridge has “improved” over the past three
years. Growth is the primary reason for feeling this way, with 19% of those who feel the quality of life has
improved pointing to “new construction/city is expanding” and 11% mentioning a “growing economy,
including more businesses opening”.
In addition to growth, “improved programs/services” are another reason for feeling the quality of life in
Lethbridge has improved over the past three years (10%).
These results are generally similar to what was reported in 2005, when growth-related issues were also
cited as one of the main reasons for feeling quality of life had improved.

Quality of Life and Impressions of Lethbridge
Why Quality of Life has Improved
4. Why do you think the quality of life has improved?
2005

19%

New construction/city is expanding

22%

Growing economy (incl. more businesses opening)

11%

16%

Improved programs/ services

10%

5%

Cleaner

8%

–

Better government/leadership

8%

16%

8%

4%

Good recreational facilities/entertainment/social activities
People are more friendly

5%

More shopping/stores

5%

–
–

More jobs

4%

6%
6%

Better roads

3%

More family orientated

3%

–

Improved infrastructure

3%

2%

Seems nicer/better

2%

3%

Downtown revitalization
Other

7%

1%
9%

6%
(n=133)

Base: Those who feel the quality of life has improved (n=67)
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Why Quality of Life has Worsened?
Concerns over social issues have led to a decline in quality of life for some citizens.
Another 17% of citizens say the quality of life in the City of Lethbridge has “worsened” over the past three
years. Residents who perceive deterioration in their quality of life primarily attribute this to social issues,
including “lack of housing/affordable housing” (17%), “homeless” (4%), and “poverty” (1%). This is
consistent with other survey findings showing that social issues are a top concern for citizens this year.
In addition to social issues, other factors contributing to a worsening quality of life this year include an
“increase in crime” (17%) and “too much growth/population” (16%). The latter mention suggests there is
some division in the community as to the impact growth has had on Lethbridge over the past few years,
with some residents feeling it has been beneficial and others feeling it has detracted from their quality of
life.
In 2005, concerns over crime were also cited as the main reason for feeling quality of life had worsened.
However, concerns over housing and growth were not mentioned at all, indicating these are emerging
issues in the community.

Quality of Life and Impressions of Lethbridge
Why Quality of Life has Worsened
5. Why do you think the quality of life has worsened?
2005
Increase in crime

17%

21%

Lack of housing/affordable housing

17%

–

Too much growth/population

16%

Dislike the Mayor/ council members

11%

–
9%

Cost of living has increased

9%

14%

High taxes

8%

–

Homeless

4%

–

Too much graffiti

3%

–

Poverty

1%

6%

Council too concerned with industry/
not enough focus on family/people

1%

9%

Other

13%

26%
(n=26)*
*Caution: Very small
sample size.

Base: Those who feel the quality of life has worsened (n=68)
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Agreement with Statements about Life in Lethbridge
Citizens continue to demonstrate very positive impressions of Lethbridge as a city.
The vast majority of residents agree with all of the vision statements included in the research, although the
intensity of agreement varies.
Overall, citizens are the most likely to agree with the following four statements. Furthermore, the intensity of
agreement is also quite high.
•

“Lethbridge is a great community to raise a family” (98% agree, 65% “strongly agree”);

•

“I am proud to live in Lethbridge” (94% agree, 64% “strongly agree”);

•

“Lethbridge is a community with a bright future” (94% agree, 52% “strongly agree”); and,

•

“Lethbridge has a vibrant and healthy local economy” (90% agree, 37% “strongly agree”).

While slightly lower than the agreement levels reported above, the vast majority (87%) of residents also
agree that “Lethbridge is a place where residents feel safe and secure”. However, the intensity of
agreement is much lower, with only one-quarter (24%) of residents saying they “strongly agree” with this
statement.
Perceptions of Lethbridge as a place to raise a family have significantly improved over the past three years
(up 3 points from 2005). However, during this same timeframe, citizens have become less likely to say they
are proud to live in Lethbridge (down 3 points). While overall perceptions of Lethbridge’s safety have not
significantly changed since 2005, there has been an 11-point drop in the percentage saying they “strongly
agree”.

Quality of Life and Impressions of Lethbridge
Agreement with Statements about Life in Lethbridge

6. I’m going to read you a few statements about life in the City of Lethbridge and I’d like you to indicate the degree
to which you agree or disagree with each statement.
% Strongly Agree

Lethbridge is a great community
to raise a family

65%

I am proud to live in Lethbridge

64%

Lethbridge is a community
with a bright future

Lethbridge has a vibrant and
healthy local economy

Lethbridge is a place where
residents feel safe and secure

2005
Agree

% Somewhat Agree
98%

94%

52%

37%

24%

2005: 35%

Base: All respondents (n=400)

94%

90%

87%

95%

97%

96%

90%

89%
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Growth and Development in Lethbridge
While overall perceptions of growth and development are positive, the survey suggests that
residents are becoming less confident about growth and development prospects for the City.
The majority of residents are optimistic about the growth and development that is happening in Lethbridge.
Specifically:
•

89% agree “it is possible for the City of Lethbridge to grow while maintaining the quality of life we
have come to enjoy in this city” (34% “strongly agree”);

•

74% agree “the City of Lethbridge does a good job managing the level of development and growth
in the city” (16% “strongly agree”); and,

•

65% agree “the City of Lethbridge keeps citizens informed about how it plans to deal with City
growth” (11% “strongly agree”).

While positive, comparisons to 2005 indicate that residents are becoming less confident about growth and
development prospects for the City, particularly when it comes to being able to maintain one’s quality of life
(down 5 points) and the job the City is doing managing the level of growth (down 11 points). Furthermore,
even larger drops are seen when looking at the percentage saying they “strongly agree” with these
statements. These findings suggest that while growth may not yet be a top-of-mind concern compared to
other issues facing the community, it is nonetheless on citizens’ radar and growth-related concerns could
become more prevalent in upcoming years should these trends continue. Furthermore, these findings also
support the earlier suggestion that there is some division in the community regarding growth and
development, and may point to a need for increased focus from the City to ensure that all residents benefit
from future growth.

Quality of Life and Impressions of Lethbridge
Growth and Development in Lethbridge

19a. I’m going to read you few statements about growth and development in the City of Lethbridge. Please tell me
whether you agree or disagree with each.

% Strongly Agree

It is possible for the City of Lethbridge to
grow while maintaining the quality of life
we have come to enjoy in this city

The City of Lethbridge does a good job
managing the level of development and
growth in the city

The City of Lethbridge keeps citizens
informed about how it plans to deal with
city growth

% Somewhat Agree

34%

89%

2005: 49%

16%

74%

2005: 29%

11%

Base: All respondents (n=400)

65%

2005:
85%

2005:
94%

2008 Community Values and Citizen Satisfaction Survey
Final Report

Personal Preference for How Lethbridge Should Grow
There is strong consensus that the City should allow for development in both existing urban areas
and new land surrounding urban areas in Lethbridge.
When asked how the City of Lethbridge should direct its growth, 71% of citizens say the City should “allow
for development in both existing urban areas and new land surrounding urban areas in Lethbridge”.
The other options garner much less support, with 15% saying the City should “allow for development only in
existing urban areas in Lethbridge” and 11% saying the City should “allow for development only on new
land surrounding current urban areas in Lethbridge”.

Quality of Life and Impressions of Lethbridge
Personal Preference for How Lethbridge Should Grow

19b. For the last several decades, the City of Lethbridge has grown tremendously in size, both in terms of its
population and the physical size or the amount of land occupied by residents of the City.
There are a number of ways the City of Lethbridge can influence how growth is directed. Please tell me which of the
following statements best describes your personal preference for how the City of Lethbridge direct its growth.

Allow for development in both
existing urban areas and new land
surrounding urban areas in
Lethbridge

Allow for development only in
existing urban areas in Lethbridge

Allow for development only on new
land surrounding current urban
areas in Lethbridge

71%

15%

11%

Base: All respondents (n=400)

•

Men are more likely than women to say the City should “allow for development in both existing
urban areas and new land surrounding urban areas in Lethbridge” (77% and 66%, respectively).
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Satisfaction with City Services
Overall Satisfaction with Services and Programs
Overall satisfaction with the City’s services and programs is high but down from last year.
More than nine-in-ten (95%) citizens are satisfied with the overall level and quality of services and
programs provided by the City of Lethbridge. The intensity of satisfaction, however, differs between 27%
being “very satisfied” and 67% being “somewhat satisfied”.
Comparison to Ipsos Reid’s municipal norms shows that the City of Lethbridge is performing better than
average when it comes to the overall level and quality of its services and programs. This is true when
looking at both the Canadian and Albertan norm.
However, while this year’s results are better than the norm, overall satisfaction with the City’s services and
programs has dropped a significant 3 points from 2005. While not yet a cause for concern given that the
vast majority of citizens are still satisfied with the City’s performance in this area, it is something the City
may want to keep an eye on to ensure that satisfaction levels do not continue to drop in future years.

Satisfaction with City Services

Overall Satisfaction with Services and Programs
9. Please tell me how satisfied you are with the overall level and quality of services and programs provided by the
City of Lethbridge.

27%

Very satisfied

2005: 39%

Total Satisfied
2008: 95%
2005: 98%

Somewhat satisfied

Norms: Satisfied
89% Canada Overall
90% Alberta

67%

2005: 59%

Not very satisfied

5%

2002*
Total Not Satisfied
2008: 5%
2005: 2%

Not at all satisfied

Very Good: 11%
Good: 63%
Fair: 23%

0%

Poor: 3%
Don’t know: 1%

Base: All respondents (n=400)

2008 Community Values and Citizen Satisfaction Survey
Final Report

Importance of Programs and Services
Citizens deem all of the programs and services tested important, although the intensity of ratings
varies.
More than three-quarters of citizens rate all of the programs and services tested this year important.
Overall, the two most important services are those that deal with public safety, including “fire protection and
ambulance services” (100% important, 98% “very important”) and “police services” (100% important, 95%
“very important”).
Other top-tier services (deemed “very” or “somewhat” important by at least nine-in-ten residents) are listed
below. These services also receive high “very important” ratings.
•

“Garbage collection” (99% important, 85% “very important”);

•

“Maintenance, cleaning, and upgrading of streets and sidewalks” (99% important, 73% “very
important”);

•

“Parks and open spaces” (98% important, 80% “very important”);

•

“Recycling” (97% important, 79% “very important”);

•

“Land use and community planning” (95% important, 69% “very important”);

•

“Recreational facilities” (94% important, 68% “very important”);

•

“City trails and pathway system” (90% important, 58% “very important”); and,

•

“Public library” (90% important, 66% “very important”).

While receiving lower importance scores than the programs and services noted above, other important
areas include:
•

“Social housing” (89% important, 57% “very important”);

•

“Bylaw enforcement, including animal control” (88% important, 43% “very important”);

•

“Arts and culture facilities” (79% important, 37% “very important”); and,

•

“Public transit” (78% important, 56% “very important”).
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Generally speaking, the importance attached to these programs and services has not significantly changed
since 2005. One notable exception is for “social housing”, which has increased 6 points in importance this
year. The growing emphasis on social housing may in part reflect citizens’ concerns about housing noted
earlier under both top-of-mind concerns and the reasons why quality of life has worsened over the past few
years.

Importance of City Services

Importance of Programs and Services
8. I am going to read a list of programs and services provided to you by the City of Lethbridge. Please tell me how
important each one is to you.

% Very Important

% Somewhat Important

Fire protection and ambulance services

98%

Police services

95%

Garbage collection

85%

Maint./cleaning/upgrading streets/sidewalks

100%
100%

98%

99%

–

99%

99%
98%

73%

Parks and open spaces

80%

98%

Recycling

79%

97%

Land use and community planning

69%

Recreational facilities

Public transit

90%

66%

Social housing

Arts and culture facilities

94%

58%

City trails and pathway system
Bylaw enforcement, including animal control

95%

68%

Public library

57%
43%
37%
56%
Base: All respondents (n=400)

2005
100%

–
94%
–
91%

90%

–

89%

83%

88%

91%

79%

–

78%

79%
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Satisfaction with Services and Programs
While the majority of citizens are satisfied with all of the programs and services tested, social
housing is one service that receives a notably lower satisfaction rating.
Of the 14 services tested, 13 achieve satisfaction ratings higher than 70%. Overall, the most satisfactory
services (receiving satisfaction scores of more than 90%) are:
•

“Fire protection and ambulance services” (95% satisfied, 74% “very satisfied”);

•

“Public library” (93% satisfied, 54% “very satisfied”);

•

“Parks and open spaces” (93% satisfied, 54% “very satisfied”); and,

•

“City trails and pathway system” (91% satisfied, 42% “very satisfied”).

Other services receiving high satisfaction scores include:
•

“Garbage collection” (89% satisfied, 57% “very satisfied”);

•

“Police services” (89% satisfied, 45% “very satisfied”);

•

“Bylaw enforcement, including animal control” (82% satisfied, 28% “very satisfied”);

•

“Recreational facilities” (81% satisfied, 31% “very satisfied”);

•

“Arts and culture facilities” (79% satisfied, 22% “very satisfied”);

•

“Maintenance, cleaning, and upgrading of streets and sidewalks” (78% satisfied, 26% “very
satisfied”);

•

“Land use and community planning” (75% satisfied, 18% “very satisfied”);

•

“Public transit” (73% satisfied, 25% “very satisfied”); and,

•

“Recycling” (72% satisfied, 28% “very satisfied”).

In comparison, a much lower score is seen for satisfaction with “social housing”, with only 57% of citizens
saying they are satisfied with this service (and only 10% saying “very satisfied”). Again, citizens’ lower
satisfaction with the City’s social housing are consistent with their concerns about housing noted earlier
under both top-of-mind concerns and the reasons why quality of life has worsened over the past few years.
Overall, citizens’ satisfaction with these programs and services has not significantly changed over the past
three years. However, significant drops in satisfaction are seen for “recreational facilities” (down 6 points),
“land use and community planning” (down 8 points), and “social housing” (down 15 points). The drop in
satisfaction with social housing is consistent with other survey findings showing that this is a growing
concern for citizens. Similarly, the fact that citizens are now less satisfied with the City’s land use and
community planning may reflect growing concerns around the growth and development that is happening in
the community.
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Satisfaction with City Services

Satisfaction with Services and Programs
8. I am going to read a list of programs and services provided to you by the City of Lethbridge. Please tell me how
satisfied you are with the job the City is doing in providing that program or service.

% Very Satisfied
Fire protection and ambulance services

74%

Parks and open spaces

54%

City trails and pathway system

42%

Maint./cleaning/upgrading streets/sidewalks
Land use and community planning
Public transit

82%

31%

81%

22%
26%
18%

Base: All respondents (n=400)

96%

92%
–

86%

85%

–

–

81%

72%

87%

–
–

78%

–

74%

72%
57%

–

–

73%

28%

Recycling

93%

79%
75%

25%

Social housing 10%

97%
97%

89%

28%

Recreational facilities

96%

89%

57%

Garbage collection
Bylaw enforcement, including animal control

2002

92%

91%

45%

Police services

Satisfied
2005

93%

95%

54%

Public library

Arts and culture facilities

% Somewhat Satisfied

83%

–

69%

76%

–

–

72%

66%
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Action Grid Analysis
The City of Lethbridge has four primary strengths and four primary weaknesses.
Action Grid analysis was undertaken to better understand the City’s strengths and weaknesses. This type
of analysis simultaneously displays not only the programs and services that are the most important to
citizens, but also how the City is seen as performing in these areas. Because Action Grids are a relative
type of analysis (e.g., items are scored relative to one another), there will always be areas of strength and
weakness.
Individual programs and services fall into one of four areas:
•

Primary Strengths (high performance and high importance): areas where the City is performing well
and which citizens feel are important. The City should strive to maintain positive perceptions in
these areas.

•

Primary Weaknesses (low performance and high importance): areas where the City is performing
relatively less well but are important to citizens. The City should make a concerted effort to
markedly improve its performance in these areas. These also represent the best opportunities for
improving overall satisfaction with City programs and services.

•

Secondary Strengths (high performance and low importance): areas where the City is performing
well but are of lesser importance to citizens. While the City should strive to maintain its
performance in these areas, it may wish to re-allocate resources from these in order to improve
primary weaknesses.

•

Secondary Weaknesses (low performance and low importance): areas where the City is performing
relatively less well and are also of lesser importance to citizens. The City may or may not wish to
make a concerted effort to improve its performance in these areas, depending on available
resources and priorities. These could also be considered ‘longer-term action items’ to be
addressed when resources permit.

This analysis shows that the City of Lethbridge has four primary strengths this year, including fire and
ambulance, parks and open spaces, police services, and garbage collection.
The City of Lethbridge also has two secondary strengths, including the public library and City trails and
pathway system. Bylaw enforcement is a borderline secondary strength this year, meaning it could become
either a strength or weakness depending on the City’s future performance.
Turning our attention to areas for improvement, the City has four primary weaknesses this year, including
recreational facilities, maintenance, cleaning and upgrading of streets and sidewalks, land use and
community planning, and recycling.
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Lastly, the City’s three secondary weaknesses are arts and culture facilities, public transit, and social
housing.

Satisfaction with City Services
Satisfaction and Importance

100%

Primary Weakness

Police services

Maintenance/cleaning/
upgrading of streets/sidewalks
Recycling

Garbage collection

Primary Strength
Fire &
ambulance
Parks & open spaces

Land use & community planning

Importance (% Very or Somewhat Important)

93%

55%

Recreational facilities

Social housing

Bylaw enforcement,
including animal control

Public library
City trails and pathway system

Arts & culture facilities
Public transit

Secondary Weakness

82%
Satisfaction (% Very or Somewhat Satisfied)
Base: All respondents (n=400)

Secondary Strength 100%
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Performance of the City
Quality of Lethbridge’s Environment
There is near universal agreement among residents that the state of Lethbridge’s environment
today is good.
The vast majority (96%) of citizens rate the state of Lethbridge’s environment today as “very good” (38%) or
“good” (59%). Only 3% provide a negative rating, including 3% saying “poor” and 0% saying “very poor”.
The fact that residents rate Lethbridge’s environment so positively may in part explain why very few citizens
identify the environment as an important issue in need of attention from local leaders on a top-of-mind
basis.

Performance of the City

Quality of Lethbridge’s Environment
21. Thinking about things such as air, water and land quality in The City, how would you rate the overall state of
Lethbridge’s environment today?

38%

Very good

Total Very Good/Good
96%
Good

Poor

59%

3%

Total Very Poor/Poor
3%
Very Poor

0%

Base: All respondents (n=400)

•

Homeowners are more likely than renters to rate the quality of Lethbridge’s environment as “very
good” or “good” (97% vs. 92%, respectively).
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Programs to Reduce Environmental Impact
Impressions of the City’s environmental programs and services are moderately favourable.
Seven-in-ten (71%) citizens are satisfied with the City’s programs and services aimed at helping residents
reduce their environmental impact. However, of this, only 9% are “very satisfied” while 61% are “somewhat
satisfied”, pointing to a more moderate satisfaction level. Further, there is also a pocket of residents (29%)
who are dissatisfied with these programs, including 21% saying “not very satisfied” and 7% saying “not at
all satisfied”.

Performance of the City

Programs to Reduce Environmental Impact
22. How satisfied are you with The City of Lethbridge’s programs and services aimed at helping residents reduce
their environmental impact?

Very satisfied

9%

Total Satisfied
71%

Somewhat satisfied

61%

21%

Not very satisfied

Total Not Satisfied
29%
Not at all satisfied

7%

Base: All respondents (n=400)

The highest satisfaction (combined “very” and “somewhat”) scores are seen among those:
•

Aged 55 or older (83%, compared to a low of 56% of those aged 18 to 34);

•

Earning less than $90,000 (includes 85% of those earning less than $30,000, 75% of those earning
$30,000 to less than $60,000, and 73% of those earning $60,000 to less than $90,000, compared
to 54% of those earning $90,000 or more); and,

•

With a lower level of formal education (includes 81% of those with a high school education or less
and 76% of those with some post-secondary education, compared to 55% of university graduates).
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Importance of City Council Priorities
All of the City priorities tested in the research are important to citizens.
When asked about the importance of eight City priorities developed by Council, all are deemed important
by at least eight-in-ten citizens. Furthermore, many priorities receive high “very important” ratings,
highlighting the importance of these initiatives to citizens.
Top-tier priorities (deemed important by at least nine-in-ten citizens) include:
•

“Growth management strategy for an orderly, sustainable development of the community” (97%
important, 61% “very important”);

•

“Effective and regular two-way communication between City Council and the community” (96%
important, 69% “very important”);

•

“To contain or reduce the community’s total impact on the environment” (96% important, 64% “very
important”);

•

“To approve a three-year budget that demonstrates fiscal constraint, recognizing the impact on
levels of service” (94% important, 51% “very important”);

•

“Advocacy on behalf of the community to secure increased fund transfers from the provincial and
federal governments, support for programs and services within the City, and a greater influence on
shaping regulations that affect the City” (94% important, 55% “very important”); and,

•

“To increase the number of affordable housing units in Lethbridge” (90% important, 61% “very
important”).

These survey findings show that while the environment and growth rank lower on the public issue agenda
on a top-of-mind basis, these issues are still important to citizens and should be considered in future
planning initiatives. The results also confirm the importance of addressing the issue of affordable housing.
Although rated slightly lower (both overall and in intensity) than those listed above, other initiatives that are
important to citizens include:
•

“Inter-municipal planning for orderly development on the perimeter of the City that is mutually
beneficial to neighbouring municipalities” (87% important, 42% “very important”); and,

•

“Greater public access to services and information through Internet-based services” (86%
important, 40% “very important”).
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Performance of the City

Importance of City Council Priorities
23. I am going to read a list of priorities developed by the current City of Lethbridge Council. Please tell me how
important each one is to you and how satisfied you are with the job the City is doing in achieving that priority.

Very important

Growth management strategy for an
orderly, sustainable development of the
community

61%

Effective and regular two-way
communication between City Council and
the community

97%

69%

To contain or reduce the community’s
total impact on the environment
To approve a three-year budget that
demonstrates fiscal constraint,
recognizing the impact on levels of
service

Somewhat important

96%

64%

96%

51%

94%

Base: All respondents (n=400)

Performance of the City

Importance of City Council Priorities
23. I am going to read a list of priorities developed by the current City of Lethbridge Council. Please tell me how
important each one is to you and how satisfied you are with the job the City is doing in achieving that priority.

Very important

Advocacy on behalf of the community to
secure increased fund transfers from the
provincial and federal governments,
support for programs and services within
the City, and a greater influence on
shaping regulations that affect the City

55%

To increase the number affordable
housing units in Lethbridge
Inter-municipal planning for orderly
development on the perimeter of the
City that is mutually beneficial to
neighbouring municipalities
Greater public access to
services and information
through Internet-based services

Somewhat important

61%

42%

40%

Base: All respondents (n=400)

94%

90%

87%

86%
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Satisfaction with City Council Priorities
Satisfaction with the job the City is doing in achieving each priority is solid for six of the eight
priorities. However, “very satisfied” ratings are limited to about one-in-ten citizens, pointing to a
more moderate view of satisfaction.
Of the eight priorities tested, six achieve satisfaction ratings of around 80%. However, even in these
instances, very few residents provide a “very satisfied” rating, with the majority of citizens saying they are
only “somewhat satisfied” with the City’s performance in each area.
•

“Growth management strategy for an orderly, sustainable development of the community” (81%
satisfied, 13% “very satisfied”);

•

“Inter-municipal planning for orderly development on the perimeter of the City that is mutually
beneficial to neighbouring municipalities” (80% satisfied, 11% “very satisfied”);

•

“Greater public access to services and information through Internet-based services” (79% satisfied,
13% “very satisfied”);

•

“Advocacy on behalf of the community to secure increased fund transfers from the provincial and
federal governments, support for programs and services within the City, and a greater influence on
shaping regulations that affect the City” (79% satisfied, 12% “very satisfied”);

•

“To approve a three-year budget that demonstrates fiscal constraint, recognizing the impact on
levels of service” (78% satisfied, 10% “very satisfied”); and,

•

“To contain or reduce the community’s total impact on the environment” (78% satisfied, 12% “very
satisfied”).

The fact that the City’s growth management strategy is rated so highly may in part explain why growth is
not more of a top-of-mind concern despite other survey findings showing residents are becoming less
confident about growth and development prospects for the City.
Residents express less satisfaction with the City’s performance in the following two areas, although it is
worth noting that the majority of citizens are nonetheless satisfied in each instance.
• “Effective and regular two-way communication between City Council and the community” (71%
satisfied, 9% “very satisfied”); and,
•

“To increase the number of affordable housing units in Lethbridge” (60% satisfied, 10% “very
satisfied”). The lower satisfaction score in this instance is consistent with concerns around the
affordability of housing noted elsewhere in the survey.
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Performance of the City

Satisfaction City Council Priorities
23. I am going to read a list of priorities developed by the current City of Lethbridge Council. Please tell me how
important each one is to you and how satisfied you are with the job the City is doing in achieving that priority.

Very Satisfied

Growth management strategy for an
orderly, sustainable development of the
community
Inter-municipal planning for orderly
development on the perimeter of the City
that is mutually beneficial to neighbouring
municipalities

Somewhat Satisfied

13%

81%

11%

80%

Greater public access to services and
information through Internet-based
services

13%

79%

Advocacy on behalf of the community to
secure increased fund transfers from the
provincial and federal governments,
support for programs and services within
the City, and a greater influence on
shaping regulations that affect the City

12%

79%

Base: All respondents (n=400)

Performance of the City

Satisfaction City Council Priorities
23. I am going to read a list of priorities developed by the current City of Lethbridge Council. Please tell me how
important each one is to you and how satisfied you are with the job the City is doing in achieving that priority.

Very Satisfied

To approve a three-year budget that
demonstrates fiscal constraint,
recognizing the impact on levels of
service
To contain or reduce the community'
s
total impact on the environment

Effective and regular two-way
communication between City Council and
the community

To increase the number affordable
housing units in Lethbridge

Somewhat Satisfied

10%

78%

12%

78%

9%

10%

Base: All respondents (n=400)

71%

60%
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Action Grid Analysis
When it comes to these priorities, the City of Lethbridge has two primary strengths and two primary
weaknesses.
An Action Grid analysis of these priorities was conducted in order to understand the City’s strengths and
weaknesses.
This analysis shows that the City of Lethbridge has two primary strengths, including its growth
management strategy and efforts to contain or reduce the community’s environmental impact. Given the
importance of these initiatives to citizens, the City should strive to maintain positive perceptions in these
areas.
The City of Lethbridge also has three secondary strengths, including its inter-municipal planning, public
access via the Internet, and budget approval. While the City should strive to maintain its performance in
these areas, it may wish to re-allocate resources from these in order to improve primary weaknesses.
The City’s advocacy efforts are also one of its strengths, although this currently sits on the border of being a
primary or secondary strength and could change depending on the importance citizens attach to this in the
future.
Turning our attention to areas for improvement shows that the City has two primary weaknesses this year.
Specifically, these include the City’s communication with citizens and the number of affordable housing
units. The City should make a concerted effort to markedly improve its performance in these areas given
how important they are to citizens. These also represent good opportunities for improving overall
perceptions of the City.
None of these initiatives are deemed secondary weaknesses of the City.
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Performance of the City

Satisfaction and Importance of City Council Priorities

Importance (% Very Important)

23. I am going to read a list of priorities developed by the current City of Lethbridge Council. Please tell me how
important each one is to you and how satisfied you are with the job the City is doing in achieving that priority.
Primary Weakness
Primary Strength
100%
Advocacy on behalf of the community to secure increased
fund transfers from the provincial and federal governments,
support for programs and services within the City, and a
greater influence on shaping regulations that affect the City
Effective and regular two-way
communication between City
Council and the community
To increase the number affordable
housing units in Lethbridge

55%

0%

To contain or reduce the community's
total impact on the environment
Growth management strategy for an orderly,
sustainable development of the community

To approve a three-year budget that
demonstrates fiscal constraint, recognizing
the impact on levels of service
Inter-municipal planning for orderly
Greater public access to services and
development on the perimeter of the City that is
information through Internet-based
mutually beneficial to neighbouring
services
municipalities

Secondary Strength

Secondary Weakness
5%

76%
Satisfaction (% Very or Somewhat Satisfied)
Base: All respondents (n=400)

100%
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Communication
Contact with the City of Lethbridge
Contact with the City is common.
In the last 12 months, six-in-ten (61%) citizens contacted or dealt with the City of Lethbridge or one of its
employees.

Communication

Contact with The City of Lethbridge
10a. Have you contacted or dealt with The City of Lethbridge or one of its employees in the last twelve months?

No
39%

Yes
61%

Base: All respondents (n=400)

Contact with the City is most common among:
•

Men (68%, compared to 54% of women);

•

Those aged 35 to 54 (70%, compared to 57% of those aged 18 to 34 and 53% of those aged 55 or
older);

•

Those earning $90,000 or more (72%, compared to 49% of those earning less than $30,000); and,

•

Those with at least some post-secondary education (includes 69% of university graduates and
62% of those with some post-secondary education, compared to 49% of those with a high school
education or less).
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Personal Dealings with the City of Lethbridge
Overall perceptions of the City’s operations are favourable, particularly when it comes to
courteousness, helpfulness, and knowledge.
Nine-in-ten (90%) citizens agree that “City staff are courteous, helpful, and knowledgeable”. The intensity of
agreement is also strong, with nearly half (46%) saying they “strongly agree” with this statement.
Relatively lower approval ratings (both overall and in intensity) are given for accessibility and response
time, although these can still be considered positive overall.
•

79% agree “City staff are easy to get a hold of when I need them” (27% “strongly agree”); and,

•

74% agree “the City of Lethbridge responds quickly to requests and concerns” (21% “strongly
agree”).

Comparisons to our Canadian norms (no Alberta norms are available) shows that the City of Lethbridge is
performing better than average when it comes to accessibility. Lethbridge residents’ assessments of the
City’s courteousness and response time are on par with what we have seen elsewhere, indicating that
residents across the country tend to be less satisfied with their municipality’s response time than other
areas of service.
This year’s ratings are not significantly different from what was reported in 2005.

Performance of the City

Personal Dealings with the City of Lethbridge
10b. Thinking about your personal dealings with the City of Lethbridge and anything you may have read, seen, or
heard, please indicate the degree to which you agree or disagree with each of the following statements.

% Strongly Agree

City staff are courteous, helpful,
and knowledgeable

City staff are easy to get a hold of
when I need them

The City of Lethbridge responds
quickly to requests and concerns

% Somewhat Agree

46%

27%

21%

90%

79%

74%

Base: All respondents (n=400)

2005
Agree

Canada
Norms

91%

86%

83%

72%

78%

69%
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Amount of Information from the City
There is room to increase the amount of information provided by the City.
Two-thirds (67%) of citizens say they receive “just the right amount” of information from the City of
Lethbridge. While the majority of residents are satisfied with the level of City information, the survey shows
there is room to increase the volume of City communications, with 30% saying they receiving “too little”
information. Only 3% of residents say they receive “too much” information from the City. These findings are
consistent with other survey results showing that two-way communication between City Council and the
community is a primary weakness of the City and could be improved.
Lethbridge residents are more likely than those living in other Canadian municipalities to say they receive
“too little” information from their local government. However, this is on par with what is seen in other Alberta
municipalities.

Communication

Amount of Information from The City
10c. In your opinion, do you currently receive too much, too little, or just the right amount of information from The
City?

Don't know
1%

Too much
3%

Too little
30%

Norms
Canada

Just the right
amount
66%

Alberta

Right amount

59%

62%

Too little

39%

35%

Too much

3%

3%

Base: All respondents (n=400)

•

Residents living in the North are the most likely to say they receive “too little” information from the
City (43%, compared to 26% of those in the South and 23% of those in the West).
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Main Source of Information
The newspaper and television are the two main ways of receiving information from the City.
While citizens receive information from the City in a variety of ways, the survey finds that the two most
common ways of learning about City news are via the newspaper (53% total mentions) and television (41%
total mentions).
•

Newspaper (53%) – includes “newspaper news stories” (31%) and “newspaper advertisements”
(22%).

•

Television (41%) – includes “television news – Global/CTV” (24%), “television” (13%), and
“television news – Channel 12” (4%).

In addition to the newspaper and television, other information sources include “direct mail/billing inserts”
(23%), the City’s “website” (21%), “radio” (17%), and “information flyers” (10%).

Communication

Main Source of Information
12. Thinking about yourself, what is your main source of receiving information from the City of Lethbridge.
First Mention
22%

Newspaper news stories
Television news – Global/CTV
Direct mail/billing inserts
Newspaper advertisements
Website
Radio
Television

15%
14%
7%

13%

4%
4%
3%
2%

Community meetings

1%

Public open houses

1%

Don't know/not stated

21%
17%
10%

4%

Other

23%
22%

9%

Word-of-mouth

City hall

24%

8%

Television news – Channel 12
Newsletters

31%

11%

Information flyers 5%

By phone/phone book

Other Mentions

5%
1%

Base: All respondents (n=400)
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Main sources of City information vary by key demographic characteristics.
•

Newspaper news stories are mentioned more often by those in the North (36%, compared to 24%
in the West), those aged 55 or older (46%, compared to 20% of 18 to 24 year olds and 25% of 35
to 54 year olds), and those without children living at home (39%, compared to 20% of those with
children).

•

Television news (Global/CTV) is mentioned more often by those with a lower level of formal
education (includes 28% of those with a high school education or less and 27% of those with some
post-secondary education, compared to 16% of university graduates).

•

Direct mail/billing inserts are mentioned more often by those living in the West or South (28% and
27%, compared to 13% of those in the North), homeowners (26%, compared to 12% of renters),
and those with children living at home (29%, compared to 19% of those without children).

•

Website is mentioned more often by those in the West (26%, compared to 16% of Northern
respondents), those aged 18 to 34 (42%, compared to 22% of 35 to 54 year olds and 4% of those
aged 55 or older), those with at least some post-secondary education (25% of those with some
post-secondary education and 25% of university graduates, compared to 11% of those with a high
school education or less), and those with children living at home (31%, compared to 15% of those
without children).
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Preferred Type of Communication
Citizens’ preferred method of communication is via direct mail.
While citizens are currently getting their City-related information via the newspaper and television, the
survey finds that one-third (32%) of residents would prefer to receive City news through “direct mail”. In
turn, this suggests there is a gap between current and preferred communication channels, and the ways
residents are currently receiving City news are not necessarily the methods that work best for them.
Other preferred methods of communication include the “newspaper” (16%), “website” (13%), and “television
(11%).
These results are consistent with the 2005 survey.

Communication

Preferred Type of Communication
13.And, thinking about your own preferences, how would you most like to receive information from the City of
Lethbridge?
2005
32%

Direct mail
Newspaper

16%
13%

Website
Television

11%

Newsletter

8%

Inserts in utility bills
Radio
Email

27%
26%
11%
14%
–

5%

–

5%

5%

4%

–

By phone

1%

1%

Information flyers

1%

9%

Public meetings

1%

–

Other
Don't know/not stated

2%
1%

Base: All respondents (n=400)

5%
1%
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Preferred methods of communication also vary by key demographic characteristics, indicating that the City
may want to tailor future communication methods to the specific audience it is trying to reach.
•

Direct mail is mentioned more often by women (36%, compared to 27% of men).

•

Newspaper is mentioned more often by those aged 55 or older (23%, compared to 9% of 18 to 34
year olds) and those without children living at home (20%, compared to 10% of those with
children).

•

Website is mentioned more often by those living in the South or West (17% and 15%, respectively,
compared to 6% of Northern respondents), men (17%, compared to 10% of women), those aged
18 to 34 (25%, compared to 13% of 35 to 54 year olds and 5% of those aged 55 or older), those
with at least some post-secondary education (includes 14% of those with some post-secondary
education and 18% of university graduates, compared to 6% of those with a high school education
or less), those who have lived in Lethbridge for less than 5 years (22%, compared to 10% of those
who have been in the area for 25 or more years), and those with children living at home (19%,
compared to 9% of those without children).

•

Television is mentioned more often by those earning less than $30,000 (22%, compared to a low of
7% among those earning $90,000 or more).
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Community Information Needs
Information needs are diverse and varied; overall, leisure/recreation and budget information tops
the list.
The survey finds that citizens are interested in receiving a variety of different types of information from the
City. Overall, the two main requests for information are related to “leisure/recreation” (13%) and “budget/tax
spending” (13%).

Communication

Community Information Needs
11. Thinking about your community information needs, what kinds of information do you want the City of
Lethbridge to provide you with?
2005

Leisure/recreation

13%

12%

Budget/tax spending

13%

7%

City planning (unspecified)

8%

10%

Garbage pick up/recycling

8%

5%

Land usage/development

6%

4%

Services/programs (unspecified)

6%

11%

Council/city issues/agendas

5%

–

General information/what's going on

5%

–

Other
Nothing
Don't know/not stated

9%

13%

11%
14%

10%
22%

Base: All respondents (n=400)

Some demographic differences are noted.
•

Requests for leisure/recreation-related information are more common among those under the age
of 55 (includes 16% of 18 to 34 year olds and 15% of 35 to 54 year olds, compared to 7% of those
aged 55 or older).

•

Requests for budget/tax spending information are more common among homeowners (15%,
compared to 3% of renters) and those who feel they receive poor value for their municipal tax
dollars (21%, compared to 10% of those saying they receive good value).
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Usage of the City of Lethbridge’s Website
Usage of the City’s website has grown, with more than half of all citizens now saying they have
visited the website in the past 12 months.
In total, 55% of citizens have been to the City’s website in the last 12 months.
This is a 15-point increase over what was reported in 2005, indicating that the website is now playing a
much more prominent role in getting information to citizens.

Communication

Use of the City of Lethbridge’s Website
14.Have you been to the City of Lethbridge’s website in the last twelve months?

No
45%(2005: 60%)
2005: 60%
(2005: 40%)

Yes
55%
2005: 40%

Base: All respondents (n=400)
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Website visitation is most common among:
•

Those living in the West (62%, compared to 47% of those in the North);

•

Men (61%, compared to 50% of women);

•

Those under the age of 55 (includes 71% of 18 to 34 year olds and 69% of 35 to 54 year olds,
compared to 25% of those aged 55 plus);

•

Those earning at least $60,000 (includes 71% of those earning $60,000 to less than $90,000 and
72% of those earning $90,000 or more, compared to a low of 28% among those earning less than
$30,000);

•

Those with at least some post-secondary education (includes 58% of those with some postsecondary education and 66% of university graduates, compared to 37% of those with a high
school education or less);

•

Newer residents to the City (62% of those who have lived in the area for less than 25 years,
compared to 45% of those who have been there for 25 or more years); and,

•

Those with children living at home (74%, compared to 42% of those without children).
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Usefulness of Website Information and Services
Those who have visited the website find it quite useful. Impressions have improved from 2005.
Among the 55% of citizens who have visited the City’s website in the past 12 months, the vast majority
(92%) of these respondents found the content of the information and online services useful (42% “very
useful, 50% “somewhat useful”). Overall, this suggests the website is meeting the needs of most users.
Perceptions of the City’s website have significantly improved since 2005 (up 7 points). Even more telling is
the 15-point increase in “very useful” ratings.

Communication

Usefulness of Website Information and Services
15a. How useful was the content of information and online services available on the website?

42%

Very useful
2005: 27%

Somewhat useful

Total Useful
2008: 92%
2005: 85%

50%
2005: 58%

6%

Not too useful

Total Not Useful
2008: 8%
2005: 14%

Not at all useful

2%

Base: Those who have visited the website (n=219)

•

Those under the age of 55 are the most likely to rate the website as useful (includes 93% of those
aged 18 to 34 and 94% of those aged 35 to 54, compared to 80% of those aged 55 or older).
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Likelihood of Using Online Services
Citizens are moderately likely to use online services if they were available in the future.
The online services tested in the research garner the interest of approximately two-thirds of citizens,
indicating these offerings would likely be used by the majority of citizens if they were available.
•

67% are likely to use “personal property tax information” if it were available (44% “very likely”);

•

65% are likely to use “assessment information” (40% “very likely”);

•

64% are likely to use “online registration for recreation” (38% “very likely”); and,

•

64% are likely to use “electronic utility bill (e-invoice)” (42% “very likely”).

Communication

Likelihood of Using Online Services
15b. The City of Lethbridge is considering the development of internet-based services for citizens from the City
website. These e-services would be in addition to those available at City Hall, but instead of coming into downtown,
citizens could complete a variety of services from their home computer. I’m going to read you a list of potential
services and for each, please indicate how likely you would be to use this service on the City of Lethbridge website.

Very Likely
Personal property tax information

Assessment information

Online registration for recreation

Electronic utility bill (e-invoice)

Somewhat Likely

44%

40%

38%

42%

67%

65%

64%

64%

Base: All respondents (n=400)

•

Generally speaking, the likelihood of using these online services is highest among those living in
the West, under the age of 55, earning at least $60,000, and with children living at home.
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Likelihood of Using Online Payment Options
The likelihood of using online payment options varies; highest for utility bills, parking tickets, and
registration, lowest for bus passes and business licences.
Citizens are moderately likely to use the City’s website for the following online payment options:
•

“Utility bill” (63% likely, 47% “very likely”);

•

“Parking tickets” (60% likely, 41% “very likely”); and,

•

“Registration (ex. swimming lessons, ice bookings)” (57% likely, 37% “very likely”).

There is mixed reaction towards using the City’s website for paying things such as:
•

“Bylaw fines” (53% likely, 32% “very likely”);

•

“Permits” (50% likely, 31% “very likely”);

•

“Maps” (48% likely, 36% “very likely”);

•

“Real property report” (48% likely, 26% “very likely”); and,

•

“Dog licences” (44% likely, 30% “very likely”). However, it should be noted that this question was
asked to all residents regardless of whether they had a dog and it is reasonable to assume that this
percentage would be much higher if looking at dog owners only.

Citizens demonstrate little interest in using the City’s website for “bus passes” (36% likely, 23% “very likely”)
and “business licences” (33% likely, 22% “very likely”).
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Communication

Likelihood of Using Online Payment Options
15b2. Now I am going to read through a list of online payment options that the City of Lethbridge is considering.
Please indicate how likely you would be to use this service on the City of Lethbridge website.

Very Likely

Somewhat Likely

47%

Utility bill

63%

41%

Parking tickets

Registration (ex. Swimming
lessons, ice bookings)

30%

37%

Bylaw fines

32%

Permits

31%

57%

53%

50%

Base: All respondents (n=400)

Communication

Likelihood of Using Online Payment Options
15b2. Now I am going to read through a list of online payment options that the City of Lethbridge is considering.
Please indicate how likely you would be to use this service on the City of Lethbridge website.

Very Likely
36%

Maps

Real property report

Dog licences

Somewhat Likely
48%

26%

48%

30%

Bus passes

23%

Business licences

22%

44%

36%

33%

Base: All respondents (n=400)
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Finances
Value for Tax Dollars
While most citizens think they receive good value for their municipal tax dollars, impressions have
declined since 2005.
Nearly three-quarters (73%) of citizens say they receive good value for the taxes they pay. Further analysis
of the data shows that value is predominately deemed as being “good” (64%) rather than “very good” (9%).
Further, one-quarter (25%) of residents say they receive poor value for their municipal tax dollars, including
19% saying “poor” and 7% saying “very poor”.
While most residents say they receive good value for their taxes, impressions have dropped a significant 12
points from 2005. The decline in perceived value for taxes may in part explain why concerns around
taxation/municipal government spending have increased this year.

Finances

Value for Tax Dollars
16. Your property tax dollars are divided between The City of Lethbridge and the Province. In Lethbridge,
approximately 70% of your property tax bill goes to The City to fund municipal services and approximately 30% of
your property tax bill goes to the province. Considering the services provided by The City, Overall, do you think you
get good value or poor value for the taxes you pay?

Very good value

9%
Very/Good Value
2008: 73%
2005: 85%

Good value

64%
2005: 75%

19%

Poor value
2005: 13%

Very poor value

Very/Poor Value
2008: 25%
2005: 14%

7%

Base: All respondents (n=400)

•

Citizens living in the South are the most likely to say they receive good value for their tax dollars
(81%, compared to 62% of those in the North).
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Value for User Fees
Perceived value for user fees varies; highest for drinking water, lowest for City transit and
recycling.
While citizens believe they receive good value for their user fees in all of the areas tested, it is clear that
some are seen as delivering better value than others. Furthermore, in all cases, the percentage of residents
saying they receive “very good value” is significantly less than that saying “good value”, pointing to a more
moderate level of satisfaction.
Overall, citizens are most likely to say they receive good value for the user fees they pay for “drinking
water”, with 92% providing a good value rating, including 29% saying “very good value:.
Other user-fee services that receive high value for money ratings include:
•

“Wastewater treatment” (89% good value, 23% “very good value”);

•

“Garbage pick-up” (85% good value, 29% “very good value”);

•

“Swimming” (85% good value, 20% “very good value”); and,

•

“Skating” (76% good value, 14% “very good value”).

In comparison, citizens are more tempered in their perceptions regarding the user fees paid for “City transit”
(69% good value, 10% “very good value”) and “recycling” (64% good value, 14% “very good value”).
For the most part, citizens’ satisfaction with the user fees they pay for these services has not significantly
changed since 2005. One notable exception is for “wastewater treatment”, which has gone down 4 points
this year.
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Finances

Value for User Fees
18. In order to reduce taxation, the City of Lethbridge collects user fees for certain services. In your opinion, do you
get good value or poor value for the user fees that you pay for specific services, such as …
% Very Good Value
Drinking water

Skating

City transit

92%

23%

Garbage pick-up

Swimming

2005

29%

Wastewater treatment

Recycling

% Good Value

89%

29%

14%

85%

20%

85%

76%

10%

69%

93%

89%

–

64%

14%

93%

80%

77%

65%

Base: All respondents (n=400)

•

Citizens who say they receive good value for their municipal tax dollars are also more likely to say
they receive good value for the user fees they pay in these areas.
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Municipal Tax Options
Citizens prefer tax increases over service cuts, although the tolerance for tax increases has
decreased since 2005.
To deal with the increased cost of maintaining current service levels and infrastructure, 52% of citizens
would prefer to see the City increase taxes versus 34% who would opt to cut services. Another 11% of
residents would prefer neither of these options.
Further analysis of the data shows that just 17% of citizens say the City should “increase taxes to enhance
or expand services”, compared to 35% saying the City “increase taxes to maintain services at current
levels”. On the other hand, 21% say the City should “cut services to maintain current tax levels”, compared
to 14% saying the City should “cut services to reduce taxes”.
This same preference for increased taxes over service cuts is consistent with what we have seen in other
Canadian and Albertan municipalities. However, despite the consistencies in this general preference for tax
increases over service cuts, Lethbridge residents demonstrate a much lower tolerance for tax increases
than do those living elsewhere in Alberta.
Comparison to 2005 shows that citizens have consistently opted for tax increases over service cuts. That
said, this year’s results show a much lower tolerance for tax increases, with the percentage opting for tax
increases over service cuts dropping by 13 points this year. This year’s greater reluctance to pay increased
taxes may in part reflect the drop in perceived value for taxes also noted this year. In other words, citizens
may be less willing to pay more in taxes if they already feel they don’t receive as good value as in the past.
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Finances

Municipal Tax Options
17. Municipal property taxes are the primary way to pay for services provided by the City. Due to the increased cost
of maintaining current service levels and infrastructure, the City must balance taxation and service delivery levels.
To deal with this situation, which of the following four options would you most like the City to pursue?
Increase taxes – to enhance or
expand services

17%

Total Increase taxes
2008: 52%
2005: 65%

2005: 23%
Increase taxes – to maintain
services at current levels

35%

2005: 42%
Cut services – to maintain current
tax level

Norms: Increase taxes
55% Canada Overall
59% Alberta

21%

2005: 15%

Cut services – to reduce taxes

Total Cut Services
2008: 34%
2005: 23%

14%

2005: 8%

None

11%

Base: All respondents (n=400)

Citizens who are the most likely to opt for increased taxes over service cuts fit the following demographic
characteristics:
•

Live in the West or South (58% and 55%, respectively, compared to 41% of those in the North);

•

Between the ages of 35 and 54 (61%, compared to 42% of those aged 55 or older);

•

University graduates (61%, compared to 41% of those with a high school education or less); and,

•

Believe they receive good value for their municipal tax dollars (62%, compared to 23% of those
saying they receive poor value for their taxes).
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Downtown Area
Agreement with Statements about Downtown Lethbridge
The downtown is important to residents, although citizens demonstrate mixed perceptions of the
downtown in other areas.
The vast majority (89%) of citizens agree that “the downtown area is important to the community as a
whole”, with many of these (56%) saying they “strongly agree” with this statement. Overall, these findings
indicate that citizens value Lethbridge’s downtown area.
Citizens demonstrate more mixed impressions of the downtown in other areas. Specifically, while many
think the downtown offers a range of arts, culture, and entertainment opportunities, they are much less
likely to see is as vibrant, attractive to business, and safe.
•
•
•
•

76% agree “there are a range of arts, culture, and entertainment opportunities in the downtown
area” (18% “strongly agree”);
49% agree “the downtown area is vibrant and active” (7% “strongly agree”);
46% agree “the downtown area is attractive to business” (7% “strongly agree”); and,
45% agree “the downtown area is safe” (5% “strongly agree”).

These findings are consistent with what was reported in 2005.

Downtown Area

Agreement with Statements about Downtown Lethbridge
20. Thinking of the Downtown area that’s bounded by 1st Avenue South on the North, 6th avenue South on the
south, Scenic Drive on the west and Stafford Drive on the east, please tell me whether you agree or disagree with
the following statements.
% Strongly Agree

The downtown area is important to the
community as a whole

% Somewhat Agree

56%

There are a range of arts, culture, and
entertainment opportunities in the
downtown area

89%

18%

The downtown area is vibrant and
active

7%

The downtown area is attractive to
business

7%

The downtown area is safe

5%

76%

`

2005

49%

46%

45%

Base: All respondents (n=400)

90%

77%

54%

48%

45%
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APPENDIX
Sample Characteristics
The charts and tables below illustrates the breakdown of the sample into demographic and household
categories, including gender, age, household size, education, homeownership, physical activity levels,
mode of transportation, personal health and wellness, tenure in Lethbridge, and income. Please note that
the final data were weighted to reflect the relative size of each region in Lethbridge (North, South, and
West) and to ensure the age and gender distribution reflects that of the actual population according to the
2006 Census.

Demographics
Gender

Age

Male
48%

Female
52%

Living in household

18 to 24 years

5%

25 to 34 years

20%

35 to 44 years

24%

45 to 54 years

18%

55 years or older

13%

Decline to respond

19%
Mean

Education

8%
18%
11%
17%
13%
22%

Post-grad degree (masters or PhD)

10%

15%

2 persons

35%

3 persons

19%

4 persons

19%

More than 5 persons

13%

48 years

Rent or Own Property

Grade school or some high school
Completed high school
Post-secondary technical school
Some university or college
Completed college diploma
Completed university degree

1 persons

Own
81%

Rent
18%

Base: All respondents (n=400)

Perform 30 minutes of
physical activity per week

2 or less times

28%

3-5 times

48%

6-8 times

18%

9-12 times

2%

13-15 times

1%

16-20 times

1%

21 or more times

3%
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Demographics
Personal Health and
Wellness

Mode of Transportation

Transit

5%

Drive my own car

88%

Excellent

18%

Very Good

45%

Carpooling/shared rides

2%

Good

34%

Cycle or rollerblade

1%

Poor

2%

Walk/ Run

4%

Very Poor

1%

Taxi

1%

Other

0%

Income

Tenure in Lethbridge

Less than 5 years
5 to less than 10 years
10 to less than 15 years
15 to less than 20 years
20 to less than 25 years
25 to less than 30 years

19%
15%
10%
11%
8%
9%

30 to less than 35 years

7%

35 to less than 40 years

Less than $20K

5%

$20K to less than $30K

9%

$30K to less than $45K

17%

$45K to less than $60K

15%

$60K to less than $75K

13%

$75K to less than $90K

11%

6%

$90K to less than $105K

7%

40 to less than 45 years

7%

$105K to less than $120K

5%

45 years and more

13%

$120K and over

11%

Base: All respondents (n=400)

