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5.1

Executive Summary

* A surveyhas been conducted using Computer-Assisted-Telephone-Interviewing (CATI) methodology of randomly selected
Mississauga residents overthe age of 18. The keyfindings are highlighted in this summary.

Overall Satisfaction & Quality of Life

* There iscontinued high satisfaction among residents regarding the quality of life in Mississauga. Overall, 72% of residents
are satisfied with the municipal governmentand 81% are satisfied with the services provided by the City.

* This highlevel of satisfactionis also seen with 89% of respondentsratingtheir quality of life asexcellentorgood.

* Mississauga also saw a steadyincrease in scores relatingto Mississauga beingan open and welcoming community (90%,
up 3%), resident pride and sayingthey are fromthe City (88%, up 4%), the City’s vibrancy (85%, up 3%) and that the City is
movingin the right direction (77%, up 1%).

* A majority of residents (82%) believe that diversity in Mississaugais one of its strengths.

* Most quality of life aspects have eitherremained statistically the same since 2017 or have slightly increased.

Value for Taxes

* Mississauga residents showed a slight decrease in theirsatisfaction levels regarding value for taxesrelative tothe service s
provided by the City, with 58% indicating they are somewhat or very satisfied (down 5% from 2017).

* A trendhas appeared where there has been a continued growth of preference regarding the increase of taxes at the rate
of inflation to maintain services (56%, up 1%), and a decline in the proportion of respondents that prefertoreduce taxes
and cut services (9%, down 2%).

* There continuesto be a relatively equal proportion of those that believe the City services and programs should be paid for
by everyone through general tax revenue (55%, an increase of 7%), and those that feltthey should be paid primary
through user fees (45%, a decrease of 7%).
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5.1

Executive Summary

Communication & Citizen Engagement

* Asignificant proportion of residents expressed satisfaction with the amount of information received from the City ( 62%,
anincrease of 11%). Respondents continue to be most interestedin gettinginformation about City taxes and budget
(30%, a decrease of 6%), general news/information and updates (25%, an increase of 4%) and building/zoningand
developmentinformation (21%, a decrease of 1%).

* There isan increase with satisfaction regarding the meaningful opportunities offered by the City to engage or to be
consulted on important mattered (59%, an increase of 4%).

* Residentswere mostengaged with surveys organized by the City (31%), publicmeetings (22%) and both open houses
organized by the City and meetings organized by their Ward Councillors (15%).

* Of those who participatedin citizen engagement activities, residents were most satisfied with open houses organized by
the City (77%, up 2%), meetings organized by ward councilor (74%, up 8%) and roundtable events organized by the City
(71%, up 4%).

Road Services

» Satisfaction with Mississauga’s Road Services remainsrelatively the same at 69% who are satisfied (down 1%).

* Road safety (73%) and snow removal (68%) experienced adecline of 6% and 4% respectively.

 Satisfaction with experience usingroadsin Mississauga is highestamong those who are a passengerin a friend or family
member's car (79%).

* The lowestsatisfaction ratingwas with those who are cyclists, however, it should be noted that 50% of respondentswere
very satisfied or somewhat satisfied.
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5.1

Executive Summary

MiWay

» Satisfaction with MiWay transit services remained steady at 66% (down 2%). The majority of aspects regardingthe quality
of transit servicesremained at a similarlevel as 2017, demonstratingstability in transitservices. Residents were most
satisfied with safety (89%, down 1%), cleanliness (81%, up 2%) and customer service (79%). There was a notable
significantincrease with satisfaction regarding the reliability of buses at 76%, compared to 69% in 2017.

* An area of improvement would be the frequency of buses; howeveritis noted that satisfaction remainrelatively high at
62% forthis particular service.

Library Services

* There isa continued high level of satisfaction with library services with 90% (unchanged) who are satisfied. All aspects
with the quality of library services saw an increase in satisfaction. Residents were most satisfied with customerservice
(93, up 3%), convenience of locations (92%, up 1%) and quality of physical materials (89%, up 4%).

* There was a significantincrease in satisfaction with quality of emarterials with 83% who are satisfied, up 10% from 2017.

Stormwater

* Mississauga residentsindicated broad satisfaction with the City’s stormwater services with 77% beingsatisfied or
extremely satisfied.

* Respondents were most satisfied with the drainage of rain water as a stormwater service with 77% who are satisfied.

* The indicatorwith the lowest satisfaction was the City’s flood preventioninformation with 59% indicatingthey were
satisfied or very satisfied.
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5.1

Executive Summary

Land Development Services

* There was a modest decrease in satisfaction regardingland development services from 64% to 59%.

* Though there was a decrease in the overall satisfaction rating, there was an increase in most categories associated with
Land DevelopmentServices. Respondents were most satisfied with the variety of restaurants/shopping districts/social
paces and events at 83%, an increase of 7%. There was an increase of 4% with publicgatherspaces (68%) and anticipating
future needs of the City (56%).

* The lowestlevel of satisfaction was affordability of housingin Mississauga with a 28% satisfactionrating. However, that is
an increase of 3% from 2017.

Regulatory Services

 Satisfaction with regulatory services has seen an increase since 2015. 70% are satisfied with regulatory servicesin 2019,
compared to 68% in 2017 and 66% in 2015.

* Though there has beenan overall increase in satisfaction, there was a decrease in most categories associated with
regulatory services. Residents are most satisfied with maintaining orderand safety (83%, down 3%).

* Though the ease of business licensingand permit process has the lowest satisfaction rating of 66%, that isan increase of
2% from 2017.

Arts, Culture and Heritage

* There isa high level of satisfaction with arts, culture and heritage services with 75% who are satisfied (anincrease of 4%).

* Allaspects withthe quality of arts and culture services remained steady with the exception of identificationand
preservation of heritage properties, which has a satisfactionincrease of 6% from 61% to 67%.
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Executive Summary

Recreation Services

» Satisfaction with recreationservicesis high at 85% (down 1%). The satisfaction rating regarding quality of recreation
services remains steady. Respondents were most satisfied with the helpfulness of staff (87%) and convenience of location
(86%).

* The lowestlevel of satisfaction was regarding the affordability of programs and activities. However, the level of
satisfaction was still high at 74%.

Parks and Forestry

* Most residents are satisfied with Parks and Forestry Servicesin Mississauga (84%), statistically unchanged from 2017.

* Protection of the City of Mississauga’s tree canopy and habitats saw the largestincrease (4%) over 2017 results with 78%.

* Most other categories for the quality of parks and forestry services have a satisfaction level thatis similarto the results
from 2017.

* Washroom facilities remains as the area with the lowest satisfaction level at 57% (unchanged since 2017).

Environment

*  82% ofresidentsthinkthe air, water and land quality is excellent orgood, an increase of 4%.

*  There was a significantincrease in the satisfaction level regarding the job Mississauga is doingto protect the
environmentfrom 84% in 2017 to 92% in 2019.
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5.1

Background, Objectives, and Methodology

* The City of Mississauga required a professional market research firm to carry out a high-quality survey research
concerning citizen satisfaction of various public services.

* Forum Research carried out the research study utilizing a telephone survey research methodology (CATI).
* This survey was conducted from June 3" to June 22"9, 20109.
* Surveying was conducted with adult (18+) respondents.

* Surveying was conducted with n=1124 Mississauga residents.

* The volume of surveys ensured that an MoE of +/- 2.92% was obtained for the sample group.

* The survey was 30 minutes in length.

* Results of this survey are weighed by Ward, age and gender, therefore, results are representative of the
population.

* This report will focus on the final results of this survey.

* Results may not equal to 100% due to rounding and the data shows total valid responses only.
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5.1

Overall Satisfaction

*  There has been no statistically significant change since 2015 regardingthe level of satisfaction with Mississauga’s
municipal government.

*  7in10 (72%) are satisfied with Mississauga’s municipal governmentwith 1 in 5 (20%) who are very satisfied and half
(52%) who are somewhat satisfied.

Satisfaction with Municipal Government

2019 20% 19% oz 72% express
: ° ° Satisfaction

71% express
Satisfaction

2017

69% express

2015 23% . .
Satisfaction
B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q4. How satisfied are you withthe City of Mississauga municipal government? Please use
a scale of 1 to 10, where 1 means “not at all satisfied” and 10 means “very satisfied”. FORUM
(n:1124) RESEARCH INC.

MISSISSAUGA Note: Q4 was listed as Q5 in the 2017 survey.



5.1

Overall Satisfaction

*  The figure below shows the complete distribution of responsesforthe question about satisfaction with the municipal
government

* 3in10 (31%) rated theirsatisfaction level asan 8, a comparable difference when lookingat 2017 where quarter (24%)
rated their satisfactionas an 8.

Satisfaction with Municipal Government

35%
31%
30% 28%
25% 23%4%
20%
15% 14% 14%
11% 1%
0% 0% 10%
10% 9% ", 9% g Do
5% 3% 3%
19, 2%2% 19,2%2% 29%2%2% °2%
0, Em - I -
1 - Very 2 3 4 5 6 7 8 9 10 - Very
dissatisfied satisfied
m 2015 m 2017 2019
Q4. How satisfied are you withthe City of Mississauga municipal government? Please use
a scale of 1 to 10, where 1 means “not at all satisfied” and 10 means “very satisfied”. FORUM
(n=1124) RESEARCH INC.

MISSISSAUGA Note: Q4 was listed as Q5 in the 2017 survey.



Overall Satisfaction

quarter who are very satisfied (26%).

Overall Satisfaction with Services Provided

2019 26% 13%
2017 24% 14%
B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q3. Overall how satisfied are you with the services provided by the City of Mississauga
using a scale of 1 to 10 where 1 means "very dissatisfied" and 10 means “very satisfied"?

(n=1124)
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5.1

Overall satisfaction levels with the services provided by the City of Mississauga have remained steady since 2017.
8in 10 (81%) are satisfied with the services provided by the City with half (55%) who are somewhatsatisfied and over a

81% express
Satisfaction

0,

82% express

2% R .
Satisfaction
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5.1

*  The figure below shows the complete distribution of responses forthe question about satisfaction with the services
provided by the City of Mississauga.
*  The resultsfor 2019 are similarto the results from 2017, withvery little notable differences betweenthe two surveys.
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Q3. Overall how satisfied are you with the services provided by the City of Mississauga
using a scale of 1 to 10 where 1 means "very dissatisfied" and 10 means “very satisfied"?
(n=1124)
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5.1

Quality of Life

*  The top 3 elementsthat makes Mississauga so appealing has remained the same since 2017. Location/close to amenities
(29%), lots of parks and open spaces (26%) and cleanliness (18%) remain as the most appealingitems about Mississauga.

Most Appealing Elements of Mississauga

Location/close to amenities 29%
Lots of parks and open spaces 26%
Clean 18%
Multicultural/tolerant 15%
Safe 15%
Quality of life 13%
Recreation programs and facilities 13%
Efficient public transit 12%
Green/sustainable community 12%
Close-knit/high community spirit 11%
Lack of traffic congestion 7%
Ease of commute 6%
Services/city services 6%
Management/planning/maintenance 6%
Roads/highways/infrastructure 5%
Affordable place to live 5%
Access to arts and culture 5%
None/nothing 4%
High employment level 4%
Shopping/shopping mall/Square One 4%
Schools/libraries 3%
Mayor/government 2%
Taxes 2%
Everything =2%
Not Toronto/different/nicer 1%

Other (Final) 6%
DK/NA 6%
Q1. What, in your opinion, would you say are the most appealing things about
Mississauga? FORUM
RESEARCH INC.

(n=1124)
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5.1

Quality of Life

*  Overall, the level of satisfaction with Mississauga’s Quality of Life has remained the same since 2017. 89% of residents
rate the Quality of Life as excellent or good.
*  Half of respondents (51%) rate the Quality of Life as good while overa third (38%) rate it as excellent.

Quality of Life in Mississauga % Excellent/
Good
2019 38% 10% W%  89%

2017 9% 89%

M Excellent ™ Good Fair = Poor

Q2. Please think about the overall quality of life in Mississauga for you and your family.
Would you say, overall that the quality of life in Mississauga is? FORUM

(n:]_]_24) RESEARCH INC.
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5.1

Quality of Life

*  The statement,/ am proudto say I’'m from Mississauga, saw a steady growth inthe level of agreement from 2017 (84%)
to 2019 (88%). Mississaugais anopen and welcoming community and Mississauga is a vibrant community saw a 3%
growth from 2017 to 2019.

*  Mississaugais moving in the right direction to ensure we are a dynamicand beautiful global city has beenratedthe
lowest at 77%, similar to the results from 2017.

Agreement with the Quality of Life Statements

% Agree

2019 2017

Missi )
e 8% 2% 9%  87%
welcoming community.

(i rom Wississncga o% i 8% sa%
i B o

e ot e stremathe 12% 3k 8% sa%

is one of its strengths.

Mississauga is moving in

ensure we are a dynamic...

B Strongly Agree B Somewhat Agree Neutral M Somewhat Disagree M Strongly Disagree
Q5A to Q5E. Using a scale of 1to 10 where 1 means “strongly disagree” and 10 means
““strongly agree,” Please indicate the extent to w hich you agree or disagree w ith the FORUM
follow ing statements RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: Q5 was listed as Q4 in the 2017 survey.
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5.1

Road Services

* 7in10 (69%) are satisfied with the road servicesin Mississaugawhich is a similar resultas the 2017 survey.
*  Half (49%) are somewhatsatisfied with the road servicesin Mississauga ad 1in5 (20%) are very satisfied.

Satisfaction with Road Services
69% express
2019 20% 21% 4% o expr
Satisfaction

2017 21% 19%

70% express
0,
Satisfaction

0,
Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q6. Using a scale of 1 to 10 where 1 means "very dissatisfied" and 10 means "very
satisfied" Please indicate how satisfied you are with road services in Mississauga? Road FORUM
services include ensuring the City’s roads are maintained, efficientand safe. RESEARCH INC.

MISSISSAUGA (n=1124)



5.1

Road Services

*  Overall,8in 10 (82%) respondents are satisfied with street lighting with almost half (46%) who are somewhatsatisfied
and a third (36%) who are very satisfied.
* 7in10 (73%) are satisfied withroad safety, a 6% decreased from 2017 (79%).
The level of satisfaction regarding the condition of roads in Mississauga was 74%. This question was new for the 2019
edition of the citizen satisfaction survey. % Satisfied

Satisfaction with Road Services 2019 2017

ahire 13% g s e
lighting

Conditi
of the
road
safety
21%
removal
| Very Satisfied W Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q7A to Q7D. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of the follow ing road services FORUM
in Mississauga? RESEARCH INC.

MISSISSaUGa (n=1124)



5.1

Road Services

*  The level of satisfaction for using roads in Mississauga was highest for those who are a passengerin a friend or family
member’s car at 79%.

*  Passengerin avehicle-for-hire and driversalso had a high level of satisfaction with overthree quarters (77%) who are
satisfied with theirexperience using roads in Mississauga.

*  Cyclisthad the lowestlevel of satisfaction with half (50%) ratingtheir experience as somewhat satisfied orvery satisfied.

% Satisfied
Satisfaction with Using Roads in Mississauga 2019
As @ passenger In a friend or 9 ' 79%
family member’s car 2k 16 ’
Asapassenger i a vehide-for ; - 7%
hire (e.g. taxi or TNC) AR L 0
Asadriver | INEEEEY . 16% 77%
As a pedestrian 17% 74%
Asarideroftransit (e.g. MiWay, 9 9 9
GO Transit) 2o% 18% 71%
As a cyclist 28% 50%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
B Very Satisfied B Somewhat Satisfied Neutral B Somewhat Dissatisfied B Very Dissatisfied
QB8A to Q8E. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied," overall, how satisfied are you with the experience of using roads in FORUM
Mississauga in the follow ingw ays? RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: The 2017 survey employed a different methodology and had different w ording in the
. question. The 2019 results are not comparable to the 2017 survey.



Road Services

e 76% ofresidentsfindit ‘Easy’ to get around in Mississauga, which isa highlevel of satisfaction.
* 4in10 (43%) find it ‘somewhat easy’ while a third (33%) find it very easy to get around Mississauga.

Overall level of ‘Ease’ to get around

2019 16%

m Very Easy B Somewhat Easy Neutral ® Somewhat Difficult = Very Difficult

M Q9. Using a scale of 1 to 10 where 1 means "Very difficult" and 10 means "Very easy,"
please indicate how easy itis foryou to get around in Mississauga?
(n=1124)
M |SS|SsaUGa Note: No comparable results in 2017 survey as this is a new question.

5.1

% Ease
2019
2% 76%
FORUM

RESEARCH INC.



5.1

Road Services

*  The factors that had the most amount of impact is the mode of transportation typically used to getaround (52%) and
theirfamiliarity with the City (51%).

Level of Impact to get around due to various factors % Little to No Impact
2019

Your ablllty (phy5|cal and

dlsablllty or other mobility...
e oot 13% 39%
you typically use to get around

B NoImpact B Somewhat Not Impactful Neutral B Somewhat Impactful B Signficiant Impact
Q10A to Q1O0E. Using a scale of 1 to 10, where 1 means "no impact" and 10 means
"significant impact" how do the follow ing factors affecthow easy it is for you to get around FORUM
in Mississauga? RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: No comparable results in 2017 survey as this is a new question.
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5.1

MiWay Services

*  Overall satisfaction with MiWay Transit services has remained steady with 66% of respondents who are satisfied with
MiWay servicesin 2019 compared to 68% who were satisfiedin 2017.

*  When comparing those who are ‘very satisfied’, there has been a significantimprovement with 29% who are very
satisfiedin 2019 compared to 23% in 2017 and 16% in 2015.

Satisfaction with MiWay Transit

Satisfaction

2017

Satisfaction

51% express
Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q11. Using a scale of 1to 10, where 1 means “not at all satisfied” and 10 means "very
satisfied" how satisfied are you with MiWay transit services in Mississauga? FORUM
(n:1124) RESEARCH INC.

MISSISSaAUGAa Note: Q11 was listed as Q9 in the 2017 survey.



5.1

MiWay Services

*  There was assignificantimprovement with the reliability of buses (on-time) with 76% of respondentsindicatingthey were
satisfiedin 2019, compared to 69% in 2017.

*  Most MiWay indicators have remained at a similarlevel tothe 2017 results. An exceptionisthe presto fare payment
system where there was a 6% decrease in the level of satisfaction since 2017.

. . . . . % Satisfied
Satisfaction with Transit Services

2019 2017

Feeling safe when riding Miway 9% 19 1% 89%  90%
Cleanliness of buses 14%  A%M1% 81%  79%

Customer Service delivered by MiWay staff 16%  39M% 79% N/A
Reliability of the buses (on-time) 13% 76%  69%

Drivers that are helpful and courteous | ENEREEEEEES NN 17% 75%  77%
Presto fare payment system [ N NNREZ R 15% 75%  81%

Ease of use of the plana trip tool at Miway.ca [ N EZ7 2 . 20% 69%  N/A
Frequency of buses | IINEZC NN 22% 62%  61%

M Very Satisfied M Somewhat Satisfied Neutral B Somewhat Dissatisfied B Very Dissatisfied
Q12A to Q12H. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of these elements of transit FORUM
services in Mississauga? RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: Q12 was listed as Q10 in the 2017 survey.
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5.1

Stormwater Services

*  Overall satisfaction regarding Stormwater Services in Mississauga is highwith 7 in 10 (77%) who are satisfied with the
service.
*  Half of respondents (49%) who are somewhatsatisfiedand 3 in 10 (28%) who are very satisfied.

Satisfaction with Stormwater Services

% Satisfied

2019

2019 17% 3% 77%
B Very Satisfied  ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied m Very Dissatisfied
Q13. Using a scale of 1to 10, where 1 means “not at all satisfied” and 10 means "very
satisfied" how satisfied are you w ith Stormw ater Services in Mississauga? The Stormw ater FORUM
Services includes the development and maintenance of the system w hich protects RESEARCH INC.
MI SSI SS aUG a property, infrastructure and the natural environment from erosion and flooding and

enhances w ater quality.(n=1124)
Note: No comparable results in 2017 survey



5.1

Stormwater Services

*  Respondentswere most satisfied with the drainage of rain water as a stormwater service with 77% who are satisfied.
* Anareaforimprovementiswith Flood Prevention Information.6in 10 (59%) are satisfied with Flood Prevention
Information.

. . . . % Satisfied
Satisfaction with Stormwater Services

2019

Cleanliness of the

streams

City’s plan to develop

friendly infrastructure

e I 25% U
Information

M Very Satisfied M Somewhat Satisfied Neutral B Somewhat Dissatisfied B Very Dissatisfied
Q14A to Q14D. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the follow ing: FORUM
(n:1124) RESEARCH INC.

MISSISSaAUuGa Note: No comparable results in 2017 survey
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5.1

Library Services

*  Library servicesremaina high value for Mississauga’s residents, with 90% who are satisfied with the services.
e Satisfactionwith library services has remained steady with a 5% increase in satisfaction from 2015 to 2019.
*  Over half of respondents (52%) are very satisfied with the library services provided.

Satisfaction with Library Services

0,
2019 52% 7% 2% 90/0' express
Satisfaction
Satisfaction

0,
2015 43% 13% 85@ exptjess
Satisfaction

B Very Satisfied  ® Somewhat Satisfied Neutral  ® Somewhat Dissatisfied W Very Dissatisfied
Q15. Using a scale of 1 to 10, where 1 means "very dissatisfied" and 10 means "very
satisfied" how satisfied are you with library services in Mississauga? FORUM
(n:1124) RESEARCH INC.

MISSISSaAUGAa Note: Q15 was listed as Q11 in the 2017 survey



5.1

Library Services

* Alllibraryservices satisfaction have remained at a similarlevel or have increased since 2017. There isa statistically
significantincrease of 10% for Quality of eMaterials.
*  Though information the public of library services received the lowest satisfaction rating of 64%, that is a 5% increase since

2017.
% Satisfied

Satisfaction with Library Services
2019 2017

Customer service by library staff 6% 11% 93%  90%
Convenience of locations _ 7% Il% 92% 91%

o et e 27k 9% 1% s9%  85%
Convenience of hours _ 11% .1% 86% 81%
cautiobooks musk ideo s, crc) T S S 1 Tl s 73w

Library programs and events 16%  201% 81%  82%
Informing the public of library services 23% 64%  59%

M Very Satisfied M Somewhat Satisfied Neutral B Somewhat Dissatisfied B Very Dissatisfied
Q16A to Q16G. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of the follow ing library FORUM
services in Mississauga? RESEARCH INC.

MISSISSaUGa (n=1124)
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5.1

Land Development

e Satisfactionregardingland developmentservices has modestly decreased 5% since 2017 from 64% to 59%.
*  4in10 (44%) are somewhat satisfied with the land developmentservicesand 1 in 7 (15%) are very satisfied.

Satisfaction with Land Development Services

Satisfaction

2017 21%

9%
Satisfaction

Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q17. Using a scale of 1 to 10, where 1 means "very dissatisfied" and 10 means "very
M satisfied" how satisfied are you with land development services in Mississauga? Land FORUM
development services include the planning of neighbourhoods, business and shopping RESEARCH INC.
M |SS|SsaUGa areas, as well as building permits and codes.
(n=1124)

Note: Q17 was listed as Q13 in the 2017 survey



5.1

Land Development

*  There isa notablysignificantincrease regarding variety of results, shopping districts, social space and events from 2017
(76%) to 2019 (83%).
*  Most land services had a similarsatisfactionlevel asthe 2017 survey. There was a 4% increase with having enough public

gathering spaces and anticipating the future needs of the City and planning accordingly. % Satisfied
() ISTI1

Satisfaction with Land Development Services 2019 2017

e vt of restaants o s dtnct o Sl ew Ton

social spaces and events

Having enough public athering spaces 21%
Articpating the future needs of the City and 25%

planning accordingly

Making it straightforward and easy to get

development approvals, permits, appeals or 31% 49%  50%

inspections.
The affordability of housing in Mississauga 34% 28% 25%
B Very Satisfied  ® Somewhat Satisfied Neutral = ® Somewhat Dissatisfied W Very Dissatisfied
Q18A to Q18F. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of the follow ing land FORUM
development services in Mississauga? RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: Q18 was listed as Q14 in the 2017 survey
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5.1

Regulatory Services

* Residentsexpressedasatisfaction level of 70% with regulatory servicesin the City. This is a slightincrease from 2017 and
2015 results where satisfaction levels were 68% and 66% respectively.
*  Half of residents (51%) are somewhat satisfiedwhile 1in5 (19%) are very satisfied.

Satisfaction with Regulatory Services

Satisfaction
Satisfaction

Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q21. Using a scale of 1 to 10, where 1 means “very dissatisfied" and 10 means “very
satisfied” how satisfied are you w ith regulatory services in Mississauga? Regulatory FORUM
RESEARCH INC.

services achieve compliance w ith municipal by-law s to maintain order, safety and
MI SSI SS aUG a community standards in the City in the areas of animal services, compliance and licensing
enforcement and charity gaming, mobile licensing enforcement and parking enforcement.

(n=1124) Note: Q21 was listed as Q17 in the 2017 survey



5.1

Regulatory Services

*  Allcomparable results saw a slight decline in satisfaction levels with the exception of ease of business licensing and
permit process, where there was a 2% increase from 64% to 66%.

*  The most significantdecline wasin by-law enforcement where there was a 5% decrease.

*  8in 10 (83%) are satisfied with the City maintaining order and safety.

% Satisfied
Satisfaction with Quality of Regulatory Services 2019 2017
VantEmRE T TS 1% Blo% 8% 6%
safety
A on ot % W
licensing ‘ 28% 21% 2 75% N/A
ey " s 1% 8% 77%

property standards

it soraeen o R A 23% 68%  N/A

wildlife services and...

By-law enforcement | o 21% 67%  72%

BRI o DA 9 P
and permit process ‘ fo 2 66% 64%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
W Very Satisfied M Somewhat Satisfied Neutral B Somewhat Dissatisfied B Very Dissatisfied
Q22A to Q22F. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of the follow ing regulatory FORUM
services in Mississauga? RESEARCH INC.

MISSISSaUGa (n=1124)

Note: Q22 w as listed as Q18 in the 2017 survey



Detailed Findings
Arts and Culture Services



5.1

Arts, Culture & Heritage

*  Satisfactionwitharts, culture and heritage remains high with three quarters who are satisfied (75%), a 4% increase since
2017.
*  Half of respondents (49%) are somewhat satisfied and a quarter (26%) who are very satisfied.

Satisfaction with Arts, Culture & Heritage Services

Satisfaction
Satisfaction
Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q19. Using a scale of 1 to 10, where 1 means "very dissatisfied" and 10 means "very
satisfied" how satisfied are you w ith arts, culture and heritage services in Mississauga? FORUM
Arts culture and heritage services include such things as the support and delivery of public RESEARCH INC.
MI SSI SS aUG a squares, museums, theatres, festivals and events, programs, public art and the

identification of heritage properties.
(n=1124) Note: Q19 was listed as Q15 in the 2017 survey



Arts, Culture & Heritage

*  Overallsatisfactionislowestfor opportunities to experience temporary and permanent public art installations at 61%.
*  Three quarters(75%) are satisfied with opportunities to attend and participate in art and cultures festivals, events and

programs.

* There was a notable increase in satisfaction regardingidentification and preservation of heritage properties from 2017

(61%) to 2019 (67%).

Opportunities to attend and participate in
arts and culture festivals, events and

programs
Quallty and avallablly of reg tered arts 23%
programs in City facilities
il erd aualeh il ol veres O S 23
and culture activities
denification and prese a0 o e | A 24%
properties
revelofmunidpal financlal support forarts, 26%
culture and heritage
e ererery o 0%
permanent public art installations
B Very Satisfied M Somewhat Satisfied Neutral B Somewhat Dissatisfied B Very Dissatisfied

Satisfaction with Arts, Culture and Heritage Services

L 28% B R C

Q20A to Q20F. Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" specifically how satisfied are you withthe quality of the follow ing arts,

MISSISSaUGa

culture and heritage services in Mississauga?
(n=1124)
Note: Q20 w as listed as Q16 in the 2017 survey

3%

5.1

% Satisfied
2019 2017
75% 76%
70% N/A
70% 74%
67% 61%
63% 59%
61% 64%
FORUM

RESEARCH INC.



Detailed Findings
Recreation Services



5.1

Recreation Services

*  The overall level of satisfaction with recreation services has largely remained the same with 85% who are satisfied. There
is no statistical difference fromthe 2017 survey.
*  Half (49%) are somewhatsatisfied while overa third (36%) are very satisfied with recreation services.

Satisfaction with Recreation Services

2019 36% 11% .1% 85% express
Satisfaction

Satisfaction

2017

Satisfaction

B Very Satisfied =~ ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied m Very Dissatisfied
Q23. Using a scale of 1 to 10, where 1 means "very dissatisfied" and 10 means "very
M satisfied" how satisfied are you w ith recreation services in Mississauga? Recreation FORUM
services include community and recreation centres as wellas fitness and activity programs RESEARCH INC.
MlSSISsaUGa offered by the City.
(n=1124)

Note: Q23 was listed as Q19 in the 2017 survey



Recreation Services

*  Overall satisfactionforeach service remains high with the highest degree of satisfaction at 87% for helpfulness of staff.
*  Most recreationindicators are at a comparably similarlevel asthe 2017 survey with around half respondents who have
rated each individual service as somewhat satisfied (47% to 53%) and a third as very satisfied (30% to 37%).

The helpfulness of staff

Convenience of location

The cleanliness and maintenance of
recreation facilities

Youth friendliness of programs and facilities

Variety of programs and activities offered
through structured, registered programs

Ease of registering in programs

Satisfaction with Recreation Services
37%
36%
3%
3%
[ 31% T 7
Ly BT

B Very Satisfied B Somewhat Satisfied Neutral M Somewhat Dissatisfied

Q24G to Q24L. Using a scale of 1 to 10 w here 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of the follow ing recreation

MISSISSaUGa

services in Mississauga??
(n=1124)
Note: Q24 w as listed as Q20 in the 2017 survey

11% 1%1%

11% 29 1%

11% 292%

13%

15%

14%

34 1%
34 1%
3ol 2%

FORUM

5.1

% Satisfied
2019 2017
87% 87%
86%  83%
85% 84%
83% 83%
82%  80%
81%  79%

B Very Dissatisfied

RESEARCH INC.



Recreation Services

5.1

e Satisfactionremains high even with the lowest rated recreation indicators. Three quarters are satisfied with affordability
of programs and activities (74%), multicultural program offerings (74%) and variety of programs an activities offered

through flexible, drop-in programs (75%).
*  Remainingcategoriesare at a similarlevel tothe 2017 results.

Satisfaction with Recreation Services
DAL i BT 9 9
programs and activities Sl Lo
Helping me stay healthy and active 15%
Older Adtirendiness ofprogramsand 18%

facilities

Vot of g and ct e offere 20%

through flexible, drop-in programs

Multicultural program offerings 20%
Afferdabilty of programs andactivities 18% 3%

offered
B Very Satisfied M Somewhat Satisfied Neutral M Somewhat Dissatisfied B Very Dissatisfied
Q24A to Q24F. Using a scale of 1to 10 where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of the follow ing recreation
services in Mississauga??
MISSISSaAUGAa (n=1124)

Note: Q24 w as listed as Q20 in the 2017 survey

% Satisfied
2019 2017
80%  78%
78%  77%
76% 80%
75% 80%
74% 75%
74% 75%
FORUM

RESEARCH INC.



Detailed Findings
Parks and Forestry



5.1

Parks & Forestry

*  Overall, satisfaction for parks and forestry services remains high at 84%. This is a 1% increase from 2017 (83%).
*  Overathird (38%) are very satisfied with the service and nearly half (46%) are somewhat satisfied.

Satisfaction with Parks and Forestry Services

2019 38% 12% o, 84% express
Satisfaction
2017 35% 11% % 83% express
Satisfaction

Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q25. Using a scale of 1 to 10, where 1 means "very dissatisfied" and 10 means "very
satisfied" how satisfied are you with parks and forestry services in Mississauga? Parks and FORUM
forestry services include parks, trails, sports fields and natural areas. RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: Q25 was listed as Q21 in the 2017 survey



Parks & Forestry

5.1

*  Most categoriesfor the quality of parks and forestry services have a satisfactionlevel thatis similarto the resultsfrom
2017. There was a notable increase in satisfaction for protection of tree canopy and habitats from 2019 (78%) to 2017

(74%).

*  Anareaforimprovementis washroom facilities which has remained at a satisfaction level of 57%.

Maintenance and upkeep of parks
and open spaces

Feelings of safetyin parks and
open areas

Protection of tree canopy and
habitats

Having trees in public spaces like
squares and boulevards

Having outdoor places where
people can be active all year round

Washroom facilities

B Very Satisfied

X

MISSISSaUGa

Satisfaction with Parks and Forestry Services

L 20% [
BT s
IR 0000 s
29%

% Satisfied
2019 2017
14% 39 80%  83%

16%  3%01% 80%
17%  3%2% 78%
17% 5% M1 77%
19% 75%
57%

B Somewhat Satisfied Neutral M Somewhat Dissatisfied B Very Dissatisfied

Q26A to Q26F. Using a scale of 1to 10 where 1 means "very dissatisfied" and 10 means
"very satisfied" overall, how satisfied are you with the quality of the follow ing Parks and
Forestry services in Mississauga?

(n=1124)

Note: Q26 w as listed as Q22 in the 2017 survey

FORUM

83%

74%

76%

72%

57%

RESEARCH INC.



Detailed Findings
Environmental Quality



5.1

Environmental Position

*  82% believe the air, waterand land quality is excellent or good.
*  There was asignificantincrease in satisfaction with the job that Mississauga is currently doing to protect the environment
from 2017 (84%) to 2019 (92%).

Overall State of Mississauga’s Environment Satisfaction with Protecting the Environment .
% Excellent/ %

Good Satisfied

2019 2% 82% 2019 20, 92%
2017 1%  78% 2017 2%  84%
) B Very satisfied B Somewhat satisfied
M Excellent M Good M Fair M Poor
B Somewhat dissatisfied M Very dissatisfied
Q27. Thinking about things such as air, w ater and land quality in Mississauga, how w ould
you rate the overall state of Mississauga’s environment today? (n=1124) Note: Q27 w as FORUM
listed as Q23 in the 2017 survey RESEARCH INC.

MISSISSaAUGAa Q28. How satisfied are you withthe job that City of Mississauga is currently doing to
protect the environment? (n=1124) Note: Q28 w as listed as Q24 in the 2017 survey



Detailed Findings
Emergency Management Preparedness



5.1

Emergency Management

*  When askedif respondents personally feel preparedinthe event of an emergency, 65% agreed with the statement which
is a similarproportion in 2017 (66%).
*  4in 10 (42%) somewhat agree with the statement while a quarter (23%) strongly agree.

Personal Preparedness for Emergency

% Agree
2019 22% 6% 65%
2017 22% 21% 4% 66%
m Strongly Agree  ® Somewhat Agree Neutral ™ Somewhat Disagree B Strongly Disagree
Q29A to Q29B. Please tell me how much you agree w ith the follow ing statements w here 1
means you "Strongly disagree" and 10 means you "Strongly agree"? You personally feel FORUM
prepared in the event of an emergency. RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: Q29 w as listed as Q25 in the 2017 survey



5.1

Emergency Management

*  When askedif respondentsfeel the City has effective plans and proceduresto respondto a future emergency, 69%
agreed with the statement. Once again, thisis a similar proportion to the results from 2017 (66%).
*  Half (48%) somewhatagree withthe statementwhileal in5 (21%) strongly agree.

City’s Level of Preparedness for Emergency

% Agree
2019 21% 20% 5% 69%
2017 20% 20% 4% 66%
m Strongly Agree  ® Somewhat Agree Neutral ™ Somewhat Disagree B Strongly Disagree
Q29A to Q29B. Please tell me how much you agree w ith the follow ing statements w here 1
means you "Strongly disagree" and 10 means you "Strongly agree"? The city has effective FORUM
plans and procedures to respond to a future emergency RESEARCH INC.
MISSISSaAUGAa (n=1124)

Note: Q29 w as listed as Q25 in the 2017 survey



Detailed Findings
Value of Taxes



5.1

Value of Taxes

*  There was aslightdecrease insatisfaction regarding the value fortax dollars relative toservices. 6 in 10 residents (58%)
are satisfied with 42% who are somewhat satisfied and 16% who are very satisfied.

Satisfaction with Tax Dollars in Consideration of Services

Satisfaction

Satisfaction
2015 14% 29% 54% express
Satisfaction
B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q30. Your property taxes are shared betw eenthe City of Mississauga, the Region of Peel
and the Province (for education). For every dollar a resident pays in property taxes, the FORUM
City of Mississauga receives approximately 34 cents. Using a scale of 1to 10, where 1 RESEARCH INC.
means “very poor value” (very dissatisfied) and 10 means “very good value,” (ver
MISSISSauGa yP (very ) v (very

satisfied) please rate the value you feel you receive fromyour municipal tax dollars, taking
into consideration all of the services you receive for the City of Mississauga. (n=1124)
Note: Q30 w as listed as Q26 in the 2017 survey.



5.1

Value of Taxes

* Asinthe 2017 results, a larger proportion of residents believe taxes should increase at the rate of inflation to main servi ces
(56%).

* There has also beena steadyincrease in those who believe that taxes can be keptat current levels with reduced services.

*  Significantlylessresidents believe taxes should be reduced and cut services (9%).

Taxation and Service Option Preferences

9%

Reduce taxes and cut services 11%
27%

25%

Keep taxes at current levels and reduce
’ services 23%
21%
0,
Increase taxes at around the rate of inflation 5;5/)
. . . (o]
to maintain services —
43%

. . 10%
Increase taxes above the rate of inflation to 11%
. . 0
2019 m 2017 MW 2015

Q31. Property taxes are the primary way to pay for services and programs provided by the
M City of Mississauga. Due to the increased cost of maintaining current services levels and FORUM
infrastructure, the City must balance taxation and service delivery levels. Please indicate RESEARCH INC.
M ISSISS&UGa w hich of the follow ing taxation and service options you w ould most prefer for the City of
Mississauga.(n=1124)
Note: Q31 was listed as Q27 in the 2017 survey.



5.1

Value of Taxes

A majority of residents believe that those who use municipal programs and services should pay for them through user

fees(55%).
*  Conversely45% believe the municipal services and programs should be paid for by everyone through general tax
revenues.
Opinion on Services and Programs Costs
L 55%
Those who use municipal
programs and services should 48%

ay for them through user fees
pay g 63%

- . 45%
Municipal services and programs
should be paid for by everyone

52%
through general tax revenues

2019 m 2017 m2015

Q32. Which of the follow ing statements is closer to your ow n opinion?
(n=1124) I

] ] RESEARCH INC.
Note: Q32 was listed as Q29 in the 2017 survey.

MISSISSaUGa



Detailed Findings
Perceptions of Communications and Citizen
Engagement



5.1

Communications & Citizen Engagement

*  Asignificant proportion of residents expressed satisfaction with the amount of information received from the City.
*  62% are satisfied with the amount of information received compared to 52% who stated the same in 2017.
* 4in 10 (43%) are somewhat satisfied while 1in 5 (19%) are very satisfied.

Satisfaction with Information Received from City

2019 19% 26% DY 62% express
Satisfaction

o)
Satisfaction

2015 14% 30% 5% 53% express
Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q33. Using a scale of 1 to 10, where 1 means "very dissatisfied" and 10 means "very
satisfied" how satisfied are you w ith the amount information you receive from the City of FORUM
Mississauga? (n=1124) RESEARCH INC.

MISSISSAUGA Note: Q33 was listed as Q30 in the 2017 survey.



5.1

Communications & Citizen Engagement

* 3in10 (30%) are interested in gettinginformation about City taxes and budget while a quarter (25%) are interested to get
general newsinformation and updates from the City.
* 1in5(21%) are interestedin gettinginformation about building, zoningand development.

Information Interested in Being Received from Mississauga

City taxes and budget 36%

General news/Information/Updates 21% 25%

Building, zoning and development information ﬁ%zz%
Recreation and leisure programs offered by the... ﬁ%g%
Roadwork information/updates m———— ] 0 17%
Community events and festivals  m——————————————————— ] 39, 15%
City services (such as winter maintenance or... EEEEEEE———————— ] 19 14%
Local/Mississauga News  —— G0, 11% 2019
City Council related information  m——— G0/ 10%

Public transit information/updates i ———————————— s 12%

Crime/By-law/Neighborhood mess—— 70/, 9%

m 2017

Community public meetings — ]9y 6%
Weather updates/Weather alerts 2% 5%
Libraries s 39 4%
I do not want to receive information from the... "9y 3%
Don't know/Refused/No comment s —— 00/, 11%

Other 0% 30%

Q34. What type(s) of information are you most interested in receiving from the City of
Mississauga? FORUM

(n:]_]_24) RESEARCH INC.

MISSISSaAUGAa Note: Q34 was listed as Q31 in the 2017 survey.



5.1

Communications & Citizen Engagement

*  6in10 (59%) are eithersomewhat or very satisfied with meaningful opportunities forengagement.
*  There has been a significant change in satisfaction levels regarding meaningful opportunities to engage with or be
consulted by the City when compared to the 2015 survey (up 6% from 53% in 2015).

Satisfaction with Meaningful Engagement

2019 15% 29% 5% 59% express
Satisfaction

0,
Satisfaction

38% 5% 53% express
Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q35. Using a scale of 1to 10, where 1 means “strongly disagree” and 10 means “strongly
agree,” please rate the extent to w hich you agree or disagree that there are meaningful FORUM
opportunities, offered by the City, to engage with or be consulted on matters important to RESEARCH INC.
MlSSlssaUGa Mississauga. (n=1124)

Note: Q35 was listed as Q32 in the 2017 survey.



5.1

Communications & Citizen Engagement

*  3in10 (31%) participatedin survey organized by the City while 1in 5 (21%) have participatedin publicmeetings.
*  There was a 4% increase in the number of participants for meetings organized by ward councilorfrom 11% to 15%.

Participation in Consultation within the Last 12 Months

0,
Surveys organized by the City W 33%
(]

. . 22%
Publ t 0
ublic meetings 12% 19%

o)
Open Houses organized by the City —9?15{%%
(]
0,
Meetings organized by your ward councillor —87 11% 15%
()
0,
Council meetings — %
g -7
. . 6%
Roundtable events organized by the Cit 49
8 Y he ity . 30,176
0,
Advisory or Committees of Council -?,‘V EQ
(o]
o)
Budget meetings - &
g g - 44

2019 m 2017 m2015

Q36A to Q36H. Have you ever participated in any of the follow ing public engagement
processes in the past 12 months? (n=1124) FORUM

Note: Q36 w as listed as Q33 in the 2017 survey. RESEARCH INC.
MISSISSaAUGAa



5.1

Communications & Citizen Engagement

*  Of those who participatedinthe following communication and citizen engagement events, those who attended Open
Houses organized by the City are the most satisfied with overthree quarters (77%) who have high level of satisfaction.
*  Though advisory or committees of council received the lowest satisfaction scores, over half (53%) are somewhat or very

satisfied. L.
% Satisfied
Satisfaction Citizen Engagement Activities 2019 2017
Open Houses organized by the City (n=171) 18% 77%  75%
Meetings organized by yourward councillor 20% 8% 66%
(n=169)
roundiable events oresnized by the ciy 17% 71%  67%
Surveys organized by the City (n=346) 26% 67%  76%
Public meetings (n=246) [N 30% 61%  57%
Council meetings (n=76) 27% 60%  57%
Budget meetings (n=48) 33% 56%  47%
Advisory or Committees of Council (n=51) [ IS NNEEN 37% 53%  60%
M Very Satisfied M Somewhat Satisfied Neutral M Somewhat Dissatisfied B Very Dissatisfied
Q37A to Q37H: Using a scale of 1to 10, where 1 means "very dissatisfied" and 10 means
"very satisfied" how satisfied w ere you with the [insert event] you participated in. FORUM
RESEARCH INC.

Note: Q37 was listed as Q34 in the 2017 survey.

MISSISSaUGa



Detailed Findings
Customer Satisfaction



5.1

Customer Satisfaction

* There isno differenceinthe proportion of residents who have contacted the City of Mississauga within the past 12
months.

Contact with the City of Mississauga within the past 12 months

2019

2017

2015 36% 64%

B Yes W No

Q38. Have you had any contact withthe City of Mississauga in the past 12 months?
(n=1124) FORUM

Note: Q38 was listed as Q35 in the 2017 survey. RESEARCH INC.

65 MlSSlssaUGa *Results do not equal to 100 due to rounding



5.1

Customer Satisfaction

*  Though there was a slight decrease in the overall satisfaction with the customer service provided by the City, the value for
customer service remains high as 7 in 10 (71%) are satisfied with the service.

Satisfaction with Overall Customer Service

2019 34% 17% 8% 71% express
Satisfaction

2017 32% 18% [ 76% express
Satisfaction

B Very Satisfied = ® Somewhat Satisfied Neutral ™ Somewhat Dissatisfied | Very Dissatisfied
Q39. Using a scale of 1to 10, where 1 means “Not at all satisfied” and 10 means "very
satisfied" how satisfied w ere you overall with the customer service provided by the City of FORUM
Mississauga? RESEARCH INC.
MISSISSaAUGAa (n=432)

Note: Q39 was listed as Q36 in the 2017 survey.



5.1

Customer Satisfaction

* Telephone callto a direct City numberremains as the most common method to contact the City at 61%.
* 3in10 (29%) of respondents preferred to use email while 1in7 (16%) preferto call.
*  There has beenlittle tono use of the mobile app since 2015.

Method to contact City of Mississauga

Telephone call to a direct City %
e
number 40%

, 29%
a7
' " 6%

16%

AL EEVRAE
y calling 20%

15%

! e —
n person 25%
Website (Mississauga.ca) h
ga- 28%

Other (specify) -0° %X’

B il %
Y mal 9%

Through mobile app &%Z‘V
0

2019 m 2017 m2015

Q40. What method did you use to contact the City of Mississauga? For instance telephone
or email etc. (n=432) FORUM

Note: Q40 w as listed as Q37 in the 2017 survey. RESEARCH INC.
MISSISSaAUGAa



5.1

Customer Satisfaction

*  By-laws, by-law infractions and zoning remains the most common reason for contacting the City (25%).
* 1in7(17%) contact the City forother miscellaneousinquiries such as complaints and information.

Purpose for Contact with Mississauga

By-laws/By-law infraction/Zoning (i.e. Parking Enforcement, etC.) | 19 % 25%

Other Miscellaneous Inquiries/CompIaints/Information (Ie —7%8%
Other Miscellaneous Services (i.e. Snow Removal, Ordering,... p e — 10% 17%
Applying/Inquiring about Permits/Licenses  p— 69 12%

Property Taxes/Tax Inquiries/Refund/Rebate Inquiries | —— 7o, 27
2019

Tree ISSUES SErviCes | 70 9%
7% m 2017

Garbage/Recycling Issues/Services HQ%
Community Parks Issues/Services i 10%

Animal control/Animal service (i.e. Dead animals on street) | — 5%%
DK/NA i 38

Other o 49,

Q41. What w as the purpose of your most recent contact withthe City of Mississauga?
(n=432) FORUM

RESEARCH INC.
Note: Q41 was listed as Q38 in the 2017 survey.
MISSISSaAUGAa



5.1

Customer Satisfaction

*  There was asignificantincrease in satisfaction with City staff are easy to get hold of when | need them, from 63% in 2017
to 70% in 2019.

*  8in 10 believe city staff are courteous, helpful and knowledgeable (80%) and they found the information they were
searchingfor (81%).

% Agree
Agreement on Statements about Customer Service
2019 2017
| found the
searching for.
City staff are
and knowledgeable.
| received my

timely manner.

City Staff are easy
to get a hold of 30% 17% 8% 70%
when | need them.

63%

B Strongly Agree B Somewhat Agree Neutral M Somewhat Disagree M Strongly Disagree
Q42A to Q42D. Thinking about your recent contact with the City of Mississauga and your
M general impressions, and using a scale of 1to 10, where 1 means “strongly disagree” and FORUM
10 means “strongly agree,” please indicate the extent to w hich you agree or disagree w ith RESEARCH INC.
M | SSI SS aUG a each of the follow ing statements about the City.
(n=432)

Note: Q42 was listed as Q39 in the 2017 survey.





