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Citizen Satisfaction
Surveys — Additional
Information

Recommendation:

That the March 1, 2010, Finance and
Treasury Department report

2010FTB0OO01 be received for information.

Report Summary

This report provides a response to a
Council motion regarding the
number, type and cost of citizen
satisfaction surveys.

Previous Council/Committee Action

At the November 10, 2009, City Council
meeting, the following motion was
passed:

That Administration provide a report
to Executive Committee with the
following:

e the number and type of surveys
conducted at a corporate level as
well as department specific

¢ the cost of each survey

o different methods available to
survey citizens, as well as for
citizens to provide input directly

e the utility of these surveys

Report

e Out of more than 25 surveys
conducted by the City in 2009, 19
surveys specifically included
questions about citizen satisfaction.

e The surveys were conducted by
phone, on-line, paper, interception,
or focus groups.

e Attachment 1 provides the details of
the survey title, type and objective,
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month conducted, target audience,
business unit and costs. 7
Surveys can be initiated based on
department, branch or program
business objectives, or as a market
research component for responses
to a council inquiry or motion.

Some surveys attempt to gauge
public perception based on a
representative sample of all
Edmontonians, while other surveys
seek input on an issue specific to a
limited community or city area.
Other surveys seek input from
specific users of certain programs,
services or facilities.

Surveys can measure public
perception of an issue before and
after a City activity or campaign, to
gauge effectiveness of that activity.
Surveys that specifically seek citizen
satisfaction levels also serve a range
of purposes, including gauging the
quality of service delivery, or market
research about program value for
cost, the desire for new programs or
service levels.

The annual Citizen Satisfaction
Survey is a city-wide survey that is
used by Administration as one
method to obtain public input into the
Budget process. It is designed to
identify significant changes in public
perception about specific services.
Repeating the survey over a number
of years allows the City to perform a
longitudinal study of the many
variables that affect satisfaction, in
addition to changes in program
services.

Surveys can also be a component of
a public involvement process in
which input is compiled to help
inform a decision-making process.
Public involvement surveys are not
included in the attachment, although
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they may reference citizen
satisfaction on programs.

e Surveys are almost always
complemented by other means to
gather public perception on issues.

Budget/Financial Implications

The total cost of citizen surveys
conducted in 2009 with elements
specifically referencing satisfaction was
$212,900 and was covered within
existing department budgets.

Attachments
1. 2009 Citizen Satisfaction Surveys

Others Reviewing this Report
e J. Tustian, Deputy City Manager
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