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Disclaimer

This report was provided to inform and assist the City of Burlington with the 2023 Community Survey.

Deloitte does not assume any responsibility or liability for losses incurred by any party because of the circulation, publication, reproduction, or use of this
report contrary to its intended purpose. This report has been made only for the purpose stated and shall not be used for any other purpose. Neither this
report (including references to it) nor any portions thereof (including without limitation the identity of Deloitte or any individuals signing or associated with
this report, or the professional associations or organizations with which they are affiliated) shall be disseminated to third parties by any means or included in
any document without the prior written consent and approval of Deloitte.

Our report and work product cannot be included, or referred to, in any public or investment document without the prior consent of Deloitte LLP. The
analyses are provided as of January 2024, and we disclaim any undertaking or obligation to advise any person of any change in any fact or matter affecting
this analysis, which may come or be brought to our attention after the date hereof. Without limiting the foregoing, if there is any material change in any fact
or matter affecting the analyses after the date hereof, we reserve the right to change, modify or withdraw the analysis.

Observations are made based on economic, industrial, competitive and general business conditions prevailing as at the date hereof. In the analyses, we may
have made assumptions with respect to the industry performance, general business and economic conditions and other matters, many of which are beyond
our control, including government and industry regulation. No opinion, counsel, or interpretation is intended in matters that require legal or other
appropriate professional advice. It is assumed that such opinion, counsel, or interpretations have been, or will be, obtained from the appropriate professional
sources. To the extent that there are legal issues relating to compliance with applicable laws, regulations and policies, we assume no responsibility, therefore.
We believe that our analyses must be considered as a whole and that selecting portions of the analyses, or the factors considered by it, without considering
all factors and analyses together, could create a misleading view of the issues related to the report. Amendment of any of the assumptions identified
throughout this report could have a material impact on our analysis contained herein. Should any of the major assumptions not be accurate or should any of
the information provided to us not be factual or correct, our analyses, as expressed in this report, could be significantly different.
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Deloitte Research Objectives and Methodology

The purpose of the 2023 City of Burlington Community Satisfaction Survey was to:

Objectively measure satisfaction with services and prioritize issues.

Continuously improve municipal service delivery and inform service program design and
delivery.

Undertake a statistically representative data collection method to obtain accurate
relevant feedback from residents.

The survey used the following data collection methods:

Residents aged 18 and older were randomly-selected from the city’s population using a mix
of landlines and cell phone numbers. This scientific methodology resulted in 784 completed
surveys, which results in a margin of error for the study of +/-3.5% at a 95% confidence
level.

Results were weighted to the exact proportions of the population by age and ward (Census
2021 Statistics Canada).
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Deloitte Current Context

Several studies have cited a decline in public sentiment and satisfaction scores towards various
aspects of governance and public services.

A Nanos study from 2023 found Another study found that, globally, citizens are
that 64% of Canadians were struggling to be optimistic, citing concerns about
satisfied with Canada as a country, the following:

which is 10% lower compared to

the previous year. State of the Economy

According to a study conducted by

Ipsos, the level of trust that

Canadians have in their government The Environment
to do what is right has declined

significantly over the past year,

dropping from 58% in the previous World security
year to 43%
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https://nanos.co/wp-content/uploads/2023/03/2023-2308-Institutional-Tracking-Project-Populated-Report-with-tabs-FINAL.pdf
https://www.ipsos.com/sites/default/files/2023-Ipsos-Global-Trends-Report.pdf
https://www.ipsos.com/en-ca/news-polls/only-one-third-of-Canadians-believe-most-people-can-be-trusted
https://www.ipsos.com/en-ca/news-polls/only-one-third-of-Canadians-believe-most-people-can-be-trusted

Deloitte Municipal Comparative — Quality of Life

The following is based on recent Resident Satisfaction studies conducted over
the last 2 years.

The Quality-of-Life KPI in the City of Burlington was . .
compared to a municipal normative dataset. This Qua I |ty Of L|fe Score
includes data collected by Deloitte and other market
research studies. Scores are calculated on a scale of 0
to 10 to allow for comparisons between communities. Comparison

Ontario Score: 7.3

On this metric, the City of Burlington scored 7.8, Citv Score:
Y National Score: 7.2

which higher than both the Ontario score (+0.5) and 78
the National score (+0.6). :

National
Score

t 10

Ontario
Score

Municipalities used for comparison: City of Charlottetown, City of Cambridge, Regional District of Nanaimo, Resort Municipality of Whistler, City of Grande
Prairie, City of Waterloo, Township of Wellington North, Town of Halton Hills, City of Mississauga, Town of Oakville, County of Wellington, City of Vaughan, King
City, City of Thunder Bay, and Owen Sound




Deloitte Municipal Comparative — Service Satisfaction

The following is based on recent Resident Satisfaction studies conducted over
the last 2 years.

The Overall Satisfaction with Services KPI in the City of ove ra " SatiSfaCtion with

Burlington was compared to a municipal normative -
dataset. This includes data collected by Deloitte and other Services Score

market research studies. Scores are calculated on a scale
of 0 to 10 to allow for comparisons between communities. Comparison

Ontario Score: 7.0
National Score: 6.9

On this metric, the City of Burlington scored +7.7, which City Score:
was higher than both the Ontario score (+0.7) and the 7.7
National score (+0.8).

National
Score

10

Ontario
Score

Municipalities used for comparison: City of Charlottetown, City of Cambridge, Regional District of Nanaimo, Resort Municipality of Whistler, City of Grande
Prairie, City of Waterloo, Township of Wellington North, Town of Halton Hills, City of Mississauga, Town of Oakville, County of Wellington, City of Vaughan, King
City, City of Thunder Bay, and Owen Sound
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Deloitte General Questions

Quality of life was rated highly in the City with 79% of residents ranking it as a "Very
Good” or “"Excellent” place to live.

79%
\

Very poor ®mFair mGood m®mVery good mExcellent

86% 87% 86% 87% 89%
750 752 771 757 755

To start off, how would you rate Burlington as a place to live?
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Deloitte General Questions

The words that were used most often by community members to describe the best
thing about living in the City are shown below, with the words sized in proportion to

the number of mentions. Respondents frequently mentioned the community, the
safety, and the cleanliness.

facilities
things |ghway

locations ulation
nature |6§econvenlence hamilton  Neighbourhood

- Waterfr areas frl en d Iy |
crime p een Ia e bi trangg?)srttrucwre

CROWDED

easily development

™ m life amenities
beautiful landscape

ar&a  peoplelocation spaces

atmospher treeS alr downtown
pe?cefu Ilocalq u Iet proximity neighborhoad

opportunities pretty p aQEeII _ nlce taxes °

Wor I
‘convenient gOOd quite
property  qragt services activities

streets

peacefulness

park accesible nothing
waterfont Quality gense
enought

Using one or two words, what would you say you like best about living in Burlington?
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Deloitte Overall Satisfaction with Services

929% of residents were “"Somewhat satisfied” to “"Very satisfied” with the services
provided by the City of Burlington.
92%
\

Very dissatisfied B Somewhat dissatisfied B Somewhat satisfied m Very satisfied

95% 95% 89% 93% 95% 92%
750 752 771 757 755 774

Generally speaking, how satisfied are you with the overall quality of services provided by the City of Burlington?
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Deloitte Service Satisfaction

Almost all residents were at least "Somewhat satisfied” with fire services (98%) and

parks, sports fields, and trails (97%).
Fire services (public education, inspections, emergency response) 98%
Parks, sports fields and trails I Y- 7 © 7 %/o
Recreation facilities (City community centres and arenas) 959%
Maintenance of parks and green space 94%
Festivals and Events 93%
Service Burlington (one stop service counter at City Hall to pay taxes,... 929,
Surface water drainage (flood and erosion protection for properties and... 929/
Customer Service (one stop service counter at City facilities to pay... 90%
Leaf collection (loose leaf collection program) 89%
Animal Control Services (licensing, stoop and scoop, noise or nuisance,... 87%
Recreation programs (providing affordable & accessible recreational... 87%
Tree health and pest management (tree planting and maintenance) 86%
Snow removal - road (snow plowing, salting and sanding of public roads) 85%
Roadway and sidewalk maintenance (maintain and repair) 84%
Snow removal - sidewalk and walkways 82%
Parking management (parking lots and enforcement) 82%
Transit service 78%
By-law enforcement (noise, weed control, dogs off leash) (excludes... 78%
Council (council decision making, open, accountable, transparent local... 76%

Somewhat satisfied ®mVery satisfied

To the best of your ability, please rate your level of satisfaction with the following services by indicating whether you are Very
Satisfied, Somewhat Satisfied, Somewhat Dissatisfied or Very Dissatisfied.

Community Survey - City of Burlington 2023 11




Deloitte Service Satisfaction

Fire services (public education, inspections, emergency response) 98% - -
Parks, sports fields and trails 97% - +1 pt
Recreation facilities (City community centres and arenas) 95% +2 pts -3 pts
Maintenance of parks and green space 94% - -3 pts
Festivals and Events 93% -1 pts -3 pts
Service Burlington (one stop service counter at City Hall to pay taxes, marriage 929 P
licenses, death registration, handle resident inquiries in person, phone & email) 0 2165 SUA
, g ' q p ' P
Surface water drainage (flood and erosion protection for properties and structures,
clean and safe creeks)
Customer Service (one stop service counter at City facilities to pay permits, program 90% 1 )
. . . i o . ( pts 3 pts
registration, handle resident inquiries in person, phone & email)
Leaf collection (loose leaf collection program) 89% +3 pts +9 pts
Animal Control Services (licensing, stoop and scoop, noise or nuisance, etc.) 87% +1 pt +1 pt
Recreation programs (providing affordable & accessible recreational opportunities for 87% -4 pts -7 pts
all ages and abilities)
Tree health and pest management (tree planting and maintenance) 86% +1 pt +8 pts
Snow removal - road (snow plowing, salting and sanding of public roads) 85% -2 pts +6 pts
Roadway and sidewalk maintenance (maintain and repair) 84% -3 pts -2 pts
Snow removal - sidewalk and walkways 82% - +1 pt
Parking management (parking lots and enforcement) 82% +3 pts +9 pts
Transit service 78% -5 pts +10 pts
By-law enforcement (noise, weed control, dogs off leash) (excludes parking) 78% -3 pts -5 pts

92% +2 pts -2 pts

Council (council decision making, open, accountable, transparent local government) 76% -8 pts -2 pts

To the best of your ability, please rate your level of satisfaction with the following services by indicating whether you are Very
Satisfied, Somewhat Satisfied, Somewhat Dissatisfied or Very Dissatisfied.
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Deloitte Priority Matrix

) Derived Importance

A statistical calculation of importance

Far more accurate relative to asking importance Municipal Services and Programs

Calculates the correlation coefficient of municipal services with the KPI

Services with a high derived importance will have the greatest impact
on the KPI

Overall Satisfaction

Priority Matrix Road Maintenance and Repair

A list of municipal services to focus efforts Availability of Trails

Each priority is calculated using the level of satisfaction and the
importance of each service (Derived Importance)

Services with lower satisfaction scores and higher importance
become the top priorities

Making improvements to the top priorities will have the greatest
impact on improving the overall KPI
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Deloitte Services - Priority Matrix

Council (council decision making, open, accountable, transparent local government)
Transit service

By-law enforcement (noise, weed control, dogs off leash) (excludes parking)

Roadway and sidewalk maintenance (maintain and repair)

Parking management (parking lots and enforcement)

Snow removal - sidewalk and walkways

Tree health and pest management (tree planting and maintenance)

Recreation programs (providing affordable & accessible recreational opportunities for all
ages and abilities)

Snow removal - road (snow plowing, salting and sanding of public roads)

Animal Control Services (licensing, stoop and scoop, noise or nuisance, etc.)

Leaf collection (loose leaf collection program)

Service Burlington (one stop service counter at City Hall to pay taxes, marriage licenses,
death registration, handle resident inquiries in person, phone & email)

Customer Service (one stop service counter at City facilities to pay permits, program
registration, handle resident inquiries in person, phone & email)

Surface water drainage (flood and erosion protection for properties and structures, clean
and safe creeks)

Festivals and Events

Maintenance of parks and green space

Recreation facilities (City community centres and arenas)

Parks, sports fields and trails

Fire services (public education, inspections, emergency response)
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Deloitte Services - Priority Matrix

Council (council decision making, open, accountable, transparent local
government)

Transit service

By-law enforcement (noise, weed control, dogs off leash) (excludes parking)
Roadway and sidewalk maintenance (maintain and repair)

Parking management (parking lots and enforcement)

Snow removal - sidewalk and walkways

Tree health and pest management (tree planting and maintenance)
Recreation programs (providing affordable & accessible recreational
opportunities for all ages and abilities)

Snow removal - road (snow plowing, salting and sanding of public roads)
Animal Control Services (licensing, stoop and scoop, noise or nuisance, etc.)
Leaf collection (loose leaf collection program)

Service Burlington (one stop service counter at City Hall to pay taxes, marriage
licenses, death registration, handle resident inquiries in person, phone & email)
Customer Service (one stop service counter at City facilities to pay permits,
program registration, handle resident inquiries in person, phone & email)
Surface water drainage (flood and erosion protection for properties and
structures, clean and safe creeks)

Festivals and Events

Maintenance of parks and green space

Recreation facilities (City community centres and arenas)

Parks, sports fields and trails

Fire services (public education, inspections, emergency response)
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Deloitte Potential Improvements

Residents most commonly mentioned that road safety (18%) and cost of housing
(16%) are issues that should receive the greatest attention from the Mayor and
members of City Council.

Road safety and traffic
Cost of housing
Over development
Public transportation and pedestrian infrastructure
Infrastructure improvements
Preserving green space
Lower taxes
Improved social services
Cost of living 4%
Entertainment and recreational programming 4%
Side walk maintenance and snow removal 3%
Health and medical services 3%
Controlling population growth 2%
Support for the elderly 2%
Accessibility 1%

In one sentence, what is the one issue you feel should receive the greatest attention from your Mayor and members of City
Council?

n=664, Open text responses, coded Community Survey - City of Burlington 2023 16




Deloitte Taxes

18% of respondents reported a preference for increasing taxes to improve services.
399% of respondents would be in favour of at least a small tax increase to maintain
service levels.

Increase taxes and spend to enhance
services

Increase taxes to maintain service at current
levels

Cut services to maintain current tax level

Cut services and reduce taxes

Municipal property taxes are the primary way to pay for services and programs provided by the City. As you may know, there are trade-offs
between investing in things like services and infrastructure and property tax levels. Due to the increased cost of maintaining current service
levels and infrastructure, the City must balance taxation and service delivery levels. Which of the following four options would you prefer the
City to pursue?
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Deloitte Transit

77%0 of respondents have not used Burlington Transit in the past 6 months.

2021 Comparison
Yes=11%
No=89%

Yes m No

Have you used Burlington Transit in the past 6 months?
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Deloitte Transit

Residents who have not used the transit system most commonly had not used it
either because they own a car (36%) or because they felt that it was generally not
convenient (27%).

owns a car | 3

Not convenient
No need for transit service
No direct route to my destination(s)
Takes too long
No bus stops close enough to my home/work
Infrequent service
Too expensive || 6%
Bus system does not run to desired areas [} 3%
Transit system not accessible for seniors or people.... 2%
Long wait times | 0.5%

Not enough information about the bus system...| 0.2%

Which factors do you feel prevent you from using Burlington?

Community Survey - City of Burlington 2023 19




Deloitte. Community Connectedness

899% of respondents felt "Somewhat connected” to “"Very connected” to their
neighbours.

m Not very connected - I don’t know my neighbours at all
B Somewhat connected - I wave to my neighbours, I know a few

mVery connected - I talk to my neighbours all the time, we do things together

How connected do you feel to your neighbourhood community?
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Deloitte. Customer Service

819% of respondents were at least "Somewhat satisfied” with their most recent
interaction with the City.

2021 Comparison
Top 2: 82%

Very dissatisfied B Somewhat dissatisfied B Somewhat satisfied m Very satisifed

How satisfied were you with your most recent experience/interaction with the City? For example, the overall quality of service
you received from City staff, the overall quality of the service delivery, the amount of time it took to get the service?
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Deloitte Resident Engagement

Residents were least aware that they could delegate at a council meeting (49%) and
register/use Get Involved Burlington (49%).

Attend a council meeting

Be part of a council advisory committee

Register and use the City’s online engagement
portal, Get Involved Burlington

Delegate (make a presentation) at a council
meeting

Are you aware that residents can do the following...

Community Survey - City of Burlington 2023 22




Deloitte Resident Engagement

80% of residents at least "Somewhat agreed” that they would like to provide input
to the City for the purpose of influencing decision-making about city projects and

services.
I would like to provide input to the City for the

purpose of influencing decision-making about city
projects and services

80%

Residents have enough opportunities to provide input o
. . . . . : 249, 71%
into decision-making about city projects and services

The city would welcome my opinion when making
decisions about city projects and services that impact 65%

me

The city uses input from residents in decision-making o o
about city projects and services RSN 64%

The city does a good job of engaging residents in 63 %
. . . . . 18% o
decision-making about city projects and services

Somewhat agree  mStrongly agree

I am going to read several statements to you, please tell me the level to which you agree or disagree with them.
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Deloitte Resident Engagement - Comparison

| would like to provide input to the City for the purpose of influencing decision-making about city
projects and services

Residents have enough opportunities to provide input into decision-making about city projects
and services

The city would welcome my opinion when making decisions about city projects and services that
impact me

The city uses input from residents in decision-making about city projects and services

The city does a good job of engaging residents in decision-making about city projects and services
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Deloitte. Communication

819% of respondents were "Somewhat satisfied” to “"Very satisfied” with the overall
quality of City information and communications.

2021 Comparison
81% Top 2: 89%

\

m Very dissatisfied B Somewhat dissatisfied B Somewhat satisfied m Very satisfied

How satisfied are you with the overall quality of City information and communications?
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Deloitte. Communication

57% of respondents indicated they receive “"Just enough” information from the City.

2021 Comparison
Just Enough: 70%

EToo little mNot enough ®mJust enough ®Too much

In your opinion, please rate the amount of information you receive from the City of Burlington?
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Deloitte Communication

Most respondents use the City’s website (55%) or mailings to their home (50%) to
find out about city programs, services and initiatives.

The City’s Website
Mailings to your home (example planning notices, road...
Other Media Sources (such as television, radio etc. Please...
Social media (Twitter, Facebook and Instagram)
City Talk Newsletter (delivered to your home twice/year)
From your ward councillor or the mayor
Email information updates from the City of Burlington
The Burlington Post (online)
Get Involved Burlington, the city’s engagement portal
The Spectator (online or print)

Attending community meetings, city council meetings or...

Which of the following sources do you currently use to find out about city programs, services and initiatives?

Community Survey - City of Burlington 2023 27/




Deloitte Demographics

Single, detached house
Duplex or row townhouse 16%
Condo 12%

Apartment style 8%

Room or shared

. 1%
accommodation °

18-24 25-34 35-44  45-54 55-64 65-74 75-84 85 years
years years years years years years years or more Other 3%

Can you please tell me which of the following age

groups you are in? What type of home do you live in?
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Managing Director, Economic and Policy Advisory
cbandak@deloitte.ca
+1 (416) 607-6747

ﬂnon Webb

Manager, Economic and Policy Advisory
swebb@deloitte.ca
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Analyst, Economic and Policy Advisory
ibjelakovic@deloitte.ca
+1 (647) 532-4407




	Slide Number 1
	Disclaimer
	The purpose of the 2023 City of Burlington Community Satisfaction Survey was to:	 
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28
	Slide Number 29

