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Background

The City of Brampton provides a range of services to meet the needs of its growing and
diverse population. As part of the City 2040 Vision, the City is constantly engaging
residents to gain valuable feedback and insight info how well residents needs and
expectations are being met by the services that the municipality provides, while also
identifying opportunities for enhancement.

The objectives of the Community Satisfaction Survey are to gain a detailed
understanding of residents’ awareness, attitudes, and opinions towards the City of
Brampton's services.

Specifically, the research investigated:

« The most pressing issues facing City of Brampton residents, as well as evaluating
their quality of life in the City.

* Awareness and knowledge of services offered by the City of Brampton, as well as
satisfaction with such services among those who accessed them.

» Preferred methods and effectiveness of communications between the City of
Brampton and its residents.

* The value-add of the City of Brampton's programs and services they offer for
residents’ tax dollars.

The survey will track progress since benchmark research was conducted in 2019 and
provide strategic insight intfo the quality-of-service delivery, operational planning, KPls,
and more. A follow-up phase of qualitative research is planned for in the coming
months.
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Methodology

« A 20-minute representative and probabilistic telephone survey was conducted among
adult (18+) residents of the City of Brampton.

« A mix of cell phone and landline telephone surveys were conducted, including n=609
interviews via cell phone and n=391 interviews via landline phone.

e Inferviews were conducted in both English and Punjabi.

« The surveys were conducted between December 5, 2022 and January 7, 2023. All English
language surveys were conducted by December 315, 2022.

e The overall margin of error for a sample of n=1000 interviews is +/- 3.1%, 19 tfimes out of
20.

« Quota sampling and weighting according to the latest census data was applied
according to age and gender to ensure that the survey results are representative of the
adult population of the City of Brampton.
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Key Findings (1)
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Public safety and crime is the most important issue mentioned by one in
five (20%) residents, followed by housing affordability (12%).

The vast majority (79%) of Brampton residents rate the quality of life as
good or very good in the City of Brampton. This rating is lower than the
lpsos Municipal Norm (-13%), however it has improved significantly since
2019 (+18%). Perceptions of quality of life tend to decrease as the years
of residence in Brampton increase, while positive perception are most
often held by younger residents as well.

Despite the improvement in overall perceptions, almost half (47%) of
residents say that the quality of life in Brampton has worsened over the
past three years, which is higher than the Ipsos Municipal Norm and on-
part with perceptionsin 2019.

At eight in ten (81%), the vast majority of residents are satisfied with the
programs and services provided by the City of Brampton. Satisfaction is
slightly lower than the lpsos Municipal Norm (-8%).




Key Findings (2)
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Satisfaction is highest for Brampton Library (97%) and Arts and Culture
Events (94%), while safisfaction is lowest for By-Law Enforcement (58%)
and Permitting Services (68%).

Three quarters (73%) of residents say that they receive good or very good
value from their tax dollars. This rating is slightly lower than the Ipsos
Municipal Norm (-7%).

When thinking about raising, maintaining, or reducing the amount of tax
paid to the City, residents are split on their support for increasing taxes in
line with inflation to maintain City services compared to maintaining
current tax levels by reducing City services (29%, compared to 26%
respectively).







Executive Summary (1)
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VAST MAJORITY OF BRAMPTON RESIDENTS SAY THEY HAVE A GOOD QUALITY
OF LIFE IN THE CITY OF BRAMPTON; HOWEVER, MANY SAY THEIR QUALITY OF
LIFE IS IN DECLINE

« Eightinten (79%) Brampton residents say that the overall quality of life in the City of
Brampton today is very good/good, although two in ten (21%) say it is poor/very poor.
The proportion of residents who say that their quality of life is good has increased since
2019 (+18%).

« Despite improving perceptions overall, around half (47%) of Brampton residents say that
the quality of life in the City of Brampton has worsened in the past three years. About four
in fen (38%) say that their quality of life stayed the same over the past three years and
only one in ten (11%) say it improved.

» Perceptions of quality of life and changes in quality of life in Brampton are different
depending on demographics, for example residents over the age of 35 are more
likely to say that the quality of life in Brampton has worsened in the past three years
(52% vs. 37% among residents between the ages of 18-34). Brampton residents who
are visible minorities are twice as likely as non-visible minority residents to indicate
that their quality of life improved (13% vs. 7% non-visible minority).

e Public safety and crime is the most important issue mentioned by Brampton residents
(20%), followed by housing affordability (12%), traffic/traffic congestion (9%).
health/public health (7%), and population growth/sustainable growth (6%).




Executive Summary (2)
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STRONG MAJORITY OF RESIDENTS SAY THEY ARE SATISFIED WITH THE PROGRAMS
AND SERVICES PROVIDED BY THE CITY OF BRAMPTON.

Eight in ten (81%) Brampton residents say they are satisfied with the overall level and
quality of services provided by the City of Brampton, with one in five (21%) saying they
are very satisfied, while one in five say that they are dissatisfied (19%). Levels of
satisfaction are slightly lower compared with Ipsos Municipal Norms (-8%).

There is considerable agreement among Brampton residents that the City of Brampton
services are important and majorities of those that have used any of the servicesin the
past 12 months say they are satisfied. Specifically, parks and green spaces (95%) is the
most important service mentioned by Brampton residents, and over eight in ten (83%) say
they have used parks and green spaces in the past 12 months. In addition, the vast
majority (92%) of those that have used parks and green spaces say they are satisfied.

HALF OF RESIDENTS ARE NOT SATISFIED WITH THE MANGEMENT OF TRAFFIC,
WHILE A STRONG MAJORITY SAY THEY ARE SATISFIED WITH THE QUALITY OF
SIDEWALK MAINTENANCE.

Over half (53%) of residents are not satisfied with the management of traffic and
congestion and four in ten (39%) are not satisfied with road safety, including pedestrians
and cyclists.

Eight in ten (79%) say they are satisfied with the quality of sidewalk maintenance and
three quarters say they are satisfied with the quality of winter maintenance, including
snow removal (74%) and road maintenance (73%).




Executive Summary (3)
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SATISFACTION WITH RECREATION PROGRAMS AND FACILITIES IS HIGH

Satisfaction with recreation programs is high as about nine in ten residents who have
used rec programs indicate that they are satisfied with Brampton's recreation facilities
and amenities (94%), the convenience of locations (90%), and recreation program
content (90%).

FOUR IN TEN BRAMPTON RESIDENTS SAY THEY HAVE CONTACTED THE CITY AND
A PHONE IS THE MOST COMMON METHOD OF CONTACT.

Fourin ten (38%) say they have personally contacted the City in the last 12 months and
among those who have contacted the City, the highest proportion, at three quarters
(73%) say they used a phone. Service request or assistance (26%) is the most common
reason for contact.

Among those who have contacted the City in the past 12 months, the vast majority say
they are satisfied with staff's courteousness (94%) and professionalism (21%) of staff, while
similar proportions say they are satisfied with staff's ability to understand their needs (86%),
staff’'s knowledge (86%), staff’s helpfulness (84%) and how easy it was to access staff for
assistance (84%).

On the other hand, three in ten Brampton residents say they are not saftisfied with the
overall quality of service they received (28%), the speed and timeliness of service (31%),
and staff's ability to resolve their issue (29%).

Residents say dialing 311 by phone is their most preferred way of contacting the City
(82%) and email is the best method for the City to communicate information to them
(56%).




Executive Summary (4)
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MOST BRAMPTON RESIDENTS SAY THEY RECEIVE A GOOD VALUE FROM THEIR
TAX DOLLARS.

» Three quarters (73%) of residents say that they get good value for the tax dollars they pay
regarding all the City of Brampton programs and services, although one in four (26%) say
they get poor value.

* When thinking about preferred paths regarding taxes and City services, three in ten (29%)
Brampton residents say they prefer the City to increase taxes in line with inflation to
maintain the services offered, while slightly fewer (26%) say they should maintain their
current taxes by reducing services. One in five (19%) say the City should reduce current
taxes by reducing services and one in ten (12%) say they should increase taxes to
enhance or expand services.
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Most Important Issues

« Attwo in ten (20%), the highest proportion of Brampton residents say that public safety/crime/policing is the single most important issue facin
Brampton today. Around one in ten say housing affordability (12%) is the most important issue in Brampton, followed by traffic/traffic congestion (9%),

health/public health (7%), and populatfion growth/sustainable growth (6%).

» Residents of Brampton who are aged 18 to 54 are more likely to say that housing affordability (13% vs. 8% aged 55+) or cost of living/inflation (6% vs. 2%
55+) is the most important issue facing Brampton today. Those with less than 2 years of residence in Brampton are more likely to say public transit (20%
vs. 3%) or jobs/employment (6% vs. 1% 3+ years of residence) is the most important issue.

Public safety/crime/policing mﬂﬂ

Housing affordability

Traffic/traffic congestion

Health / Public Health

Population growth/sustainable growth
Cost of living/Inflation

Public fransit

Road safety

Taxes/too high

Other

Northing

Base: All respondents (n=1000)
Q4. What is the single most important issue facing Bramptfon today?
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. 127
N 6%

I 157,

N 77
. 4%

YA
. 4%

5%
4%
5%
6%
¥
4%
M 3%
3%

4%

Public safety/crime/policing verbatims:
“There has been so much car stealing and
bad drivers. Residential is not feeling safe.”
“Safety of people”

“crime, drugs, break-ins, stolen vehicles”
“Increase in crime”

“Criminals, violence”

“car theft”

“Security and Safety”

Housing affordability verbatims:

“at my age, almost impossible to get a house
without parent's help”

“Home taxes/property”

“Foreign investor hiking the price of housing...”

<3% Data are not labelled
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Overall Quality of Life

* A majority (79%) of Brampton residents say that the overall quality of life in the City of Brampton today is very good/good, less than municipal norms
(92%). On the other hand, two in ten (21%) say it is poor/very poor, greater than municipal norms (7%).

+ Brampton residents who are aged 18 fo 34 are among the most likely to say that the quality of life in the City of Brampton is good (72% vs. 65% aged
35+). The proportions that say that their quality of life is very good/good tend to decrease as the years of residence in Brampton increase. Specifically,
those with less than 2 years of residence in Brampton are more likely to say their quality of life is very good/good (92% vs. 76% 3+ years of residence).

[] VERY
GOOD 7% VERY GOOD /

GOOD
(Total)

5%

Municipal Norm 2019
% VERY GOOD / GOOD % VERY GOOD / GOOD
feifel)) (Total)

16%

GOOD 79% | 927% 61%

POOR % POOR / VERY
\/ POOR

(Total)

Municipal Norm
% POOR / VERY POOR
(Total)

7% (-19%)

VERY
67% POOR

21%

Base: All respondents (n=1000)
Q1. How would you rate the overall quality of life in the City of Brampton today?
Note: Green and red indicate statfistically significant differences (Brampton vs. Municipal Norm; 2022 vs. 2019)
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Change in Quality of Life Over Past 3 Years

* Nearly half (47%) of Brampton residents report feeling that the quality of life in the City of Brampton has worsened in the past three years, greater than
municipal norms where on average about one third of residents across the country say the same (35%). Around four in ten (38%) say that their quality

of life stayed the same over the past three years and only one in ten (11%) say it improved.

» Olderresidents of Brampton (aged 35+) are more likely to say that the quality of life in the City of Brampton has worsened in the past three years (52%
vs. 37% aged 18-34). Brampton residents who are visible minorities are more likely to say their quality of life improved (13% vs. 7% non-visible minority).

» The proportions that say their quality of life has worsened tend to increase as the years of residence in Brampton increase. More specifically, those
who lived in Brampton for more than three years are more likely to say their quality of life has worsened (52% vs. 15% less than 2 years residence).

Worsened Stayed the Same Improved
Municipal 35% (+12%) 48% (-10%) 17% (-6%)
2019 42% (+5%) 37% (+1%) 14% (-3%)

Base: All respondents (n=1000)
Q2. Do you feel that the quality of life in the City of Brampton in the past three years has...?2
Note: Green and red indicate statistically significant differences (Bramptfon vs. Municipal Norm; 2022 vs. 2019)
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Perceptions of Life in Brampton

» The vast majority of Brampton residents say that Brampton is a welcoming community (82%). Seven in ten (71%) Brampton residents say they are proud
to say they are from Brampton. About two thirds of Brampton residents say they trust the City of Brampton to do what is best for residents (66%) and
?ismiylcjw proportions say they would recommend Brampton as a place to live to tamily, friends, and colleagues (62%), although about one third disagree

7%).

» Those aged 18 to 54 are more likely to say that Brampton is a welcoming community (86% vs. 74% aged 55+) and that they are proud to say they are
from Brampton (74% vs. 65%). Agreement with most statements tends to decrease as the years of residence in Brampton increase and those who were
not born in Canada are more likely to agree with the statements.

STRONGLY SOMEWHAT SOMEWHAT STRONGLY % AGREE % DISAGREE
AGREE AGREE DISAGREE DISAGREE (Total) (Total)

Brampton is a welcoming community 36% 46% 12% 82% 17%

| am proud to say | am from Brampton 28% 43% 16% 71% 28%

| trust the City of Brampton to do what is
best for residents 247 41% 18% 66% 33%

| would recommend Brampton as a

place to live to family, friends, and 23% 39% 22% 62% 37%
colleagues

Base: All respondents (n=1000)
Q3. Please rate the extent to which you agree or disagree with the following statements. How about...[INSERT]2 (READ LIST). (How about...) [INSERT NEXT]2
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Perceptions of City of Brampton Priorities

» About three quarters of Brampton residents agree that the City of Brampton prioritizes the development and growth in Brampton (77%), protecting the
environment in Brampton (75%) and support for small business in Brampton (73%). Over four in ten (43%) disagree with the idea that the City Brampton
prioritizes attracting people for tourism from outside Brampton.

* Younger Brampton residents (aged 18-34) are more likely fo agree that the City prioritizes the development and growth in Brampton (82% vs. 74%
?%gyd 35+%:7wheredc1580Ici)er residents (aged 55+) are more likely to agree that the City prioritizes attracting people for tourism from outside Brampton
58% Vs. 52% aged 18-54).

STRONGLY SOMEWHAT SOMEWHAT STRONGLY DK/NS % AGREE % DISAGREE
AGREE AGREE DISAGREE DISAGREE (Total) (Total)
Development and growth in Brampton 46% 13% 8% 2% 77% 21%

Protecting the environment in Brampton 39% 14% 9% 2% 75% 23%
Support for small business in Brampton 44% 12% 7% 8% 73% 19%

Attracti le for fourism f
s Al a6 267 B s o

Base: All respondents (n=1000)
Q9. To what extent do you agree or disagree that the City of Brampton prioritizes the following?
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Overall Satisfaction With Services Provided

« Eightin ten (81%) Brampton residents say they are satisfied with the overall level and quality of services provided by the City of Brampton, with one in
five (21%) saying they are very satisfied. However, one in five say they are not satisfied (19%), greater proportions than municipal norms (11%).

» Those with less than one year of residence in Brampton are among the most likely to say that they are very/somewhat satisfied with the overall level
and quality of services provided by the City of Brampton (95% vs. 80% 2+ years of residence).

6% [ ] VERY ..
SATISFIED % SATISFIED Municipal Norm
(Total) % SATISFIED
13% (Total)
SOMEWHAT 81 % 89%
SATISFIED
NOT VERY o
LS 7 vor sansrieo [l MunicstNgm
(Total)
NOT AT ALL 19% 11%
60% SATISFIED

Base: All respondents (n=1000)
Q5. Please tell me how satisfied you are with the overall level and quality of services provided by the City of Brampton.
Nofte: Green and red indicate statistically significant differences (Brampton vs. Municipal Norm)
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Importance of Services to Residents

» There is considerable agreement among Brampton residents that the City of Brampton services are important. At over nine in ten (95%), highest
proportion say parks and green spaces are important to them, with eight in ten (79%) saying it is very important, on par with municipal norms. Similar
|(%ro7p)or’rions say by-law enforcement (90%) is important, followed by recreation programs (85%), Brampton library (82%), and Arts and culture events

1%).

+ Those aged 18 to 54 are more likely to say that the City of Brampton services are important, save for by-law enforcement, which older residents (aged
35+) are more likely to say is important (92% vs 86% aged 18-34). Visible minorities are more likely to say that Brampton Transit (79% vs. 60% non-visible
minority), licensing services (70% vs. 51%), permitting services (64% vs. 48%), rental of city facilities (72% vs. 53%), and Brampton Library (85% vs. 76%) is

important.
VERY SOMEWHAT NOT VERY NOT AT ALL A 7 NOT Municipal
IMPORTANT IMPORTANT IMPORTANT IMPORTANT IMPORTANT [ IMPORTANT Norm

Porks and Groen Spaces S s s e
3y-Law Enforcement 7 T SR O,
Recreation Programs 23% 10% 6% 85% 15% 87% (-2%)
Brampton Library 21% 9% [ 8% 82% 17%  86% (-4%)

Arfs and Culture Events 36% 12% 6% 81% 18% -

Animal care and control 26% 1% | 1% 76% 23% .
Brampton Transit, including ZOm transit 15% 13% | 12% 74% 25% 85% (-11%)

Rental of City facilities 29% 20% 1% 68% 31% ;

Licensing Services 23% 1777 15% 65% 33% -

Permitting Services 26% 21% 17% 60% 38% -

Base: All respondents (n=1000)

Q6. Thinking about [INSERT SERVICE]. How important is this service to you?
Note: Green and red indicate statfistically significant differences (Brampton vs. Municipal Norm)

23 - ©lpsos
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Service Usage in Past 12 Months

* The vast majority of Brampton residents report having used parks and green spaces in the past 12 months (83%). Nearly half (46%) say they used
Brampton library in the past 12 months, followed by Brampton Transit (including ZOm fransit; 42%), recreation programs (39%) and arts and culture
events (38%). Three in ten (29%) say they used by-law enforcement and one in four (24%) say they used rental of city facilities.

» Those aged 18 to 54 are more likely than those aged 55 or older to say they have used any of the services in the past 12 months. Those who have

children in the house are more likely to say they have used recreation programs (56% vs. 29% have no children), arts and culture events (44% vs. 36%),
rental of city facilities (39% vs. 23%), and Brampton Library (56% vs. 39%).

7o YES

Parks and Green Spaces

837

Brampton Library

467

By-Law Enforcement Rental of City facilities

29%

(-16%)

Base: All respondents (n=1000)

Q7. Have you used [INSERT SERVICE] in the past 12 months?

Note: Green and red indicate statistically significant differences (2022 vs. 2019)
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247,

Brampton Transit, inclu
Zum transit

427

Licensing Services

18%

ding

2019
(-18%)

2019
(-18%)

Recreation Programs

39%

2019
(-13%)

Animal care and control

13%

Arts and Culture Events

38%

Permitting Services

12%

2019
(-10%)
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Satisfaction With Services

« Among those residents who used any service, maijorities say they are satisfied with the services they used in the past 12 months. More than nine in ten
Brampton residents who used Brampton Library (97%), Arts and culture events (94%), recreation programs (92%), parks and green spaces (92%) and
animal care and control (92%2 in the past 12 months say they are satisfied with the services. On the other hand, over four in ten (42%) Brampton
residents who used by-law enforcement in the past 12 months say they are not satisfied with the service, greater than municipal norms (19%).

» Residents who are aged 35 or older are more likely to say they are satisfied with Brampton Transit, including ZUm Transit (84% vs. 68% aged 18-34).

A % NOT Municipal
VERY SOMEWHAT NOT VERY NOT AT ALL SATISFIED | SATISFIED Norm
SATISFIED SATISFIED SATISFIED SATISFIED (Total) (Total) % SATISFIED
(Total)

Brampton Library 24% 2% 97% 3% 90% (+7%)
Arts and Culture Events 53% 5% 94% 6% ;
Recreation Programs 43% 671% 92% 8% 83% (+9%)
Parks and Green Spaces 42% 6%2% 92% 8% 90% (+2%)
Animal care and control 35% 3%5% 92% 8% -
Rental of City facilities 46% 7% 5% 88% 12% -
Brampton Transit, mcludm?ré%g]r 38% 16% 7% 75% 24% 72% (+3%)
Licensing Services 35% 14% | 1% 75% 24% -
Permitting Services 32% 21% 1% 68% 31% -

By-Law Enforcement 31% 2 21% 58% 42%  76% (-16%)

Base: Have used [INSERT SERVICE] in past 12 months (n=varies)
Q8. How satisfied or dissatisfied are you with [INSERT SERVICE] 2
Note: Green and red indicate statistically significant differences (Brampton vs. Municipal Norm)

(2 BRAMPTON [N




Satisfaction With Transportation Infrastructure and Roads

+ Eight in ten Brampton residents say they are satisfied with the quality of sidewalk maintenance }79%; and around three quarters say they are satisfied
with the quality of winter maintenance, including snow removal (74%) and road maintenance (73%). On the other hand, over half (53%) of Brampton
residents say they are not satisfied with the management of traffic and congestion, with one quarter (24%) saying they are not at all satisfied. Four in
ten (39%) say they are not satisfiedd with road safety, including pedestrians and cyclists.

» Those aged 18 to 54 are more likely to say they are satisfied with the quality of sidewalk maintenance (82% vs. 74% aged 55+).

» Those who own a business in Brampton are more likely say they are not satisfied with the management of traffic and congestion (68% vs. 53% do not
own a business in Brampton).

W VERY SOMEWHAT NOT VERY NOT AT ALL 7% SATISFIED | o Z2.NOT
SATISFIED SATISFIED SATISFIED SATISFIED Total) s'?T"siHSD
o1d

Quality of sidewalk maintanence 31% 48% M% | 7% 79% 18%

Quality of winter maintanence, including

Quality of road maintanence 26% 47% 17% 9% 73% 25%,

Road safety, including for pedestrians
Y grorbes ycists 19% 39% 22% 18% 59% 39%

Management of fraffic and congestion 1% 32% 29% 24% 44% 53%

Base: All respondents (n=1000)
Q11. Now, thinking about Brampton's transportation infrastructure and roads, how satisfied or dissafisfied are you with each of the following? If you do not know please say so.
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Satisfaction With Recreation Programs

» The vast majority of Brampton residents who used recreation programs in the past 12 months say they are satisfied with recreation centre facilities and
amenities (94%), convenience of recreation centre locations (?0%), recreation program content (90%), variety of program offerings (89%) and variety
of facilities available (89%).

« Eightin ten (82%) say they are satisfied with ease of recreation program registration, although two in ten (18%) disagree.

W VR SOMEWHAT NOT VERY NOT AT ALL SATIREIED [SATISFIED
SATISFIED SATISFIED SATISFIED SATISFIED Total) [ {iotal)

Recreatfion cenftre facilities

and amenities 45% 49% 57A% 94% 6%
HAVE USED | ; i
RECREATION ~ _Cnvenience of recreation 51% 39% 7% 2% 90% 10%
PROGRAMS IN

P12M (% YES
( ) Recreation program

content 38% 52% 8% 2% 90% 10%
Variety of
39% ariety o %??eg;rgr?g 39% 51% 9% 2% 89% M1%
Variety of faciliti
ariety Oov%ﬁlc;kglees 39% 50% 9% 2% 89% 1%

Fase of recrec”'orgg{s?r%ﬁ?orﬂ 40% 42% 14% 4% 82% 18%

Base: Used Recreation Programs in past 12 months (n=379)
Q10. Thinking about recreation opportunities offered by the City of Brampton, how satisfied or dissatisfied are you with each of the following? If you do not know or if it's not applicable please say so.
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Comparison of Importance, Usage and Satisfaction of Services

% Service Usage

Importance (%Total)

Parks and Green Spaces

837

95%
92%
By-Law Enforcement
90%
58%

Satisfaction (%Total)

Brampton Library

467

82%
97%

Rental of City facilities

247,

68%
88%

Brampton Transit, including
Zum transit

427

74%
75%
Licensing Services
65%
75%

Recreation Programs

39%

85%
92%

Animal care and control

13%

76%
92%

Base: All respondents (n=1000); Q6. Thinking about [INSERT SERVICE]. How important is this service to you?; Q7. Have you used [INSERT SERVICE] in the past 12 months?
Base: Have used [INSERT SERVICE] in past 12 months (n=varies); Q8. How satisfied or dissafisfied are you with [INSERT SERVICE] 2

28 — ©lpsos

Arts and Culture Events

387

81%
94%
Permitting Services
60%
68%
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Understanding the Priorities

» A priority matrix allows for decision makers to identify priorities for improvement by comparing how well residents feel Brampton is performing with how
much impact that area has on residents’ overall satistaction. It helps to answer the question ‘what can we do to improve satisfaction’. Each driver or
component will fall into one of the quadrants explained below, depending on its impact on overall satisfaction and its performance score (provided
by survey respondents).

Protect PROTECT / REINFORCE
Program or service has more
¢ 2 impact on satisfaction, and its
performance score is higher

IMPROVE / FOCUS Improve

Program or service has more

impact on satisfaction, and its

performance score is lower * ]
relative to other programs or
services. Focus on improving your|
performance in this area.

relative to other programs or
* 3 services. This is a strength
which needs to be protected.

MAINTAIN

Program or service is not as

impactful as other programs
or services and performance
scores are high.

IMPROVE SECONDARY/
BE AWARE

Program or service is not
as impactful and it has a
lower performance score
relative to other programs or
services.

Maintain

Impact on Satisfaction

Perceptions of Performance
LOWER *Data points are for illustration only HIGHER
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Gap Analysis

HIGHER

(correlation coefficient)

Impact on Satisfaction

LOWER

31- ©lpsos

Primary Areas for Improvement

Secondary Areas for Improvement
Primary Areas for Maintenance
Secondary Areas for Maintenance

Improve

By-Law Enforcement . .
u Permitting Services

Brampton Transit

BT i et i

Animal Car

Events

Parks and Green Spaces
[} Brampton Library

____________________________ B----
Recreation Programs
o . |
Licensing Services
Rental of City facilities
|
Secondary improvement Maintain
Performance (Top 2 box % Satisfied) HIGHER
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Results of the Gap Analysis

» The primary areas of focus for Brampton are by-law enforcement, permitting services and Brampton transit. These are areas that have an important
impact on the overall satisfaction with services, but where performance scores are the lowest. Improvements in these areas would have a positive
impact on the overall satisfaction with services.

Areas to protect are:

= Animal Care and Control
= Arts and Culture Events
= Parks and Green Spaces

o These are areas of strength for Brampton, as these services are of high importance and high safisfaction levels.
Brampton should continue to maintain and protect these areas as they correlate highly with overall safisfaction with
service delivery among residents.

Primary areas for improvement are:

= By-Law Enforcement
= Permitting Services
= Brampton Transit

o By-Law Enforcement, Permitting Services and Brampton Transit should be the primary areas for improvement for
Brampton. These services have relatively higher derived importance scores and is a somewhat stronger driver of
safisfaction with Brampton’s overall level of service.
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Contact With City of Brampton in Past 12 Months

* Nearly four in ten (38%) Brampton residents say they have personally contacted or dealt with the City of Brampton or one of its staff in the last 12
months. Among those who have personally contacted the City, at three quarters (73%), highest proportion mention a phone as a method of contact.
Specifically, half (50%) say they used 311 by phone and over one third (36%) say they used direct phone call to contact the City. One quarter (26%)
gw_fen’rion email as a method of contact, followed by in-person (20%), and website (14%). Only a few (3%) say they used social media to contact the

ity.

* Those who are aged 35 or older (43% vs. 28% aged 18-34), born in Canada (50% vs. 32% not born in Canada) and not a visible minority (50% vs. 34%

visible minority) are among the most likely to say they have personally contacted the City in the last 12 months.

HAVE PERSONALLY CONTACTED CITY

PAST 12 MONTHS METHOD OF CONTACT

311 by phone N 267

50% __, Phone (NET)
73%

Direct phone call 53%

N
o
o3

Email

N
®
2

In-person 31%

No
62% Website

%

Municipal social media &

2019 o
Norm
46% (-8%)  43% (-5%) Other ¥ 4%
(+12%) (+5%)

Base: All respondents (n=1,000) Base: Contacted City of Brampton in past 12 months (n=384)

Q12. In the last 12 months, have you personally contacted or dealt with the City of Brampton or one of its staffe Q13. How did you contact the City of Brampton?g

Note: Green and red indicate statfistically significant differences (Brampton vs. Municipal Norm; 2022 vs. 2019) Note: Green and red indicate stafistically significant differences (2022 vs. 2019)
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Reason For Contacting City of Brampton

» Those residents who have personally contacted the City of Brampton in the last 12 months did so most often for a service request or assistance (26%).
Around one in ten (12%) mention inquiry or question as the reason for contacting the City, followed by permit application (6%), parking (6%), and
road/sidewalk conditions (6%).

« Among those who personally contacted the City, residents over the age of 34 are more likely to mention service request or assistance as the reason
for contact (29% vs. 15% residents aged 18-34). Younger residents (18-34) are more likely to mention permit application (14% vs. 4%) and licensing
application (9% vs. 2% aged 35+) as the reason for contact.

HAVE PERSONALLY CONTACTED CITY REASON FOR CONTACT

Service request or assistance | 26%
Inquiry or question Il 12%
Permit application I} 6%

Parking I 6%
Road/ sidewalk conditions |} 6%

Licensing application || 4% <+—— In-person (15%) vs.
Other methods of

No Animal control
62% 0 4% contact (2%)

Noise complaint || 4%
Bylaw complaint/ enforcement |} 4%
Property questions/ concerns |} 4%
Other 6%

Base: All respondents (n=1,000) Base: Contacted City of Brampton in past 12 months (n=384)

Q12. In the last 12 months, have you personally contacted or dealt with the City of Brampton or one of its staffe Q15. Why did you contact the City of Brampton?g
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Awareness of 311 to Contact City of Brampton (Among Those Who
have Not Used Service)

Among those who have contacted the City of Brampton in the last 12 months not via 311 by phone, three in four (76%) say they are aware of 311 as a
method of contact.

Of those who contact the City of Brampton and did not use 311 by phone, those aged 35 or older are more likely to say they are aware that they can
use 311 via telephone or online to contact the City (82% vs. 65% aged 18-34). Those who are born in Canada (85% vs. 72% not born in Canada) and
who are not a visible minority (88% vs. 72% visible minority) are more likely to say they are aware of 311 as a method of contacting the City.

B VERY AWARE Il SOMEWHAT AWARE NOT VERY AWARE NEVER HEARD OF IT

13% 24%

% AWARE
(Total)

76%

Base: Have contacted City of Brampton, excluding those who've contacted via 311 by phone (n=808)
Q14. Are you aware that you can use 311 via telephone or online, to contact the City for service and assistance?2 Would you say that you are...

36— ©lpsos
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Satisfaction With Staff and Service When Contacting Brampton

« Among Brampton residents who contacted the City of Brampton in the past 12 months, the vast majority say they are satisfied with staff's
courteousness (94%) and professionalism (21%), on par with municipal norms. Similar proportions say they are satisfied with staff's ability to understand
their needs (86%), staff’'s knowledge (86%), staff's helpfulness (84%) and how easy it was to access staff for assistance (84%).

» Despite this, three in ten Brampton residents say they are not satisfied with the overall quality of service they received (28%), the speed and timeliness
of service (31%), and staff’s ability to resolve their issue (29%), greater proportions than municipal norms.

% NOT Municipal
VERY SOMEWHAT NOT VERY NOT AT ALL 7% SATTllelED SATISFIED Norm
SATISFIED SATISFIED SATISFIED SATISFIED (Total) (Total) ot
Stif's courteousnes % W wn 6% m(
St professionism wn s o -
la's bl fo understond you wh wlEE wn wn e
Staff's knowledge 38% % 1% 86% 4%  87% (-1%)
Howeasytwasfo acee rance 35% 10% (5% 84% s (el
Staff’s helpfulness 33% 8% | 8% 84% 16% 88% (-4%)
The overll aualfy ofsendcs you wh s W 7 wn wne
Staff's ability to resolve your issue 32% 12% 17% 71% 29% 79% (-8%)
The speed and fimeliness of service 31% 17% 14% 69% 31% 83% (-14%)

Base: Contacted City of Brampton in past 12 months (n=384)
Q16. And thinking about your most recent interaction with the City of Brampton, how safisfied or dissafisfied were you with...?2
Note: Green and red indicate statistically significant differences (Brampton vs. Municipal Norm)
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Preferred Method of Contacting City of Brampton

» The vast majority (82%; First + Second choice) of Brampton residents mention dialing 311 by telephone as their most preferred way of contacting the
City, with nearly six in ten (58%) saying it is their first choice. Around half (49%) say that email is their preferred method of contacting the City and
considerably fewer mention website (31%) or in-person (24%). Only one In ten (10%) say that social media is their preferred method of contact.

» Residents aged 35 or older are more likely to mention dialing 311 by telephone as their preferred way of contacting the City (85% vs. 77% aged 18-34;

Zi[ys’r + S%Cé'mc)i choice), whereas younger residents (aged 18-34) are more likely to mention social media as their preferred method of contact (17% vs.
6 aged 35+).

FIRST + SECOND CHOICE

B FrsTCHOICE SECOND CHOICE 18-34 3554 55+

(A) (B) ©

By email ‘}4’ 31% 49% 48% 56% C 43%

Website 18% 3% 32% 34% 27%
In-person @ 17% 24% 25% B 17% 30% B
Through social media % ﬁ 7% 10% 17% BC 6% 5%

Base: All respondents (n=1,000)

Q17. There are many ways that you can contact or interact with the City of Brampton. | am going to read you a list of different ways you can contact and then ask you what is your first and second most preferred way of
contacting the City should you need to do so. What is your most preferred method?
Q17a. What is your second most preferred?
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Preferred Method For City to Communicate Information to Residents

* When Brampton residents are asked how the City can best communicate information to them, at over half (56%), the highest proportion mention
email as the best method. One third (33%) mention telephone as the best method for the City to communicate information, greater than municipal
norms (7%). Two in ten mention social media (21%) as the preferred method, followed by mail (16%), and city welbsite (12%).

e Younger residents (aged 18-34) are more likely to mention email (60% vs. 47% aged 55+), social media (26% vs. 8%) and text/texting (9% vs. 3%) as the
best method for City to communicate information to them, whereas older residents (aged 55+) are more likely to mention telephone (40% vs. 29%

aged 18-54) and newspaper (7% vs. 2%) as the best method.

Email
Telephone
Social media (Twitter, Facebook, etc.)
Mail
City website
Newsletter/pamphlet/flyer/brochure
Text/texting
vV
Newspaper
Other
None/nothing
Base: All respondents (n=1,000)

Q18. How can the City best communicate information to you?
Note: Green and red indicate statfistically significant differences (2022 vs. 2019)
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Perceived Value From Tax Dollars

* Most (73%) residents say that they get good value for the tax dollars they pay regarding all the programs and services they receive from the City of
Brampton. This proportion is driven largely by those who say they get fairly good value (58%), on par with municipal norms (61%).

» Those with less than two years of residence in Brampton are more likely to say that they get good value for the tax dollars (84% vs. 70% more than 3
years of resi)dence). On the other hand, those aged 35-54 are among the most likely to say they get poor value for the tax dollars (30% vs. 24% all other
age groups).

9% VERY GOOD Municipal N 2019
[ VALUE % GO(%?OP)/ALUE ‘%ncl;%lgg v % GOOD VALUE
(Total) (Total)
17%
7 FAIRLY GOOD 73% 80% 77%
VALUE
FAIRLY POOR o
VALUE % POOR VALUE [ Municipal Norm
(Total) -
(Total)
VERY POOR 267 19% (+47%)
58% VALUE

Base: All respondents (n=1,000)
Q19. Thinking about all the programs and services you receive from the City of Brampton, would you say that overall you get good value or poor value for your tax dollarsg (Is that very or fairly good/poor value?)

Note: Green and red indicate statfistically significant differences (Brampton vs. Municipal Norm; 2022 vs. 2019)
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Preferred Paths Regarding Taxes and Services Offered

« Three in ten (29%) Brampton residents say that they prefer the City of Brampton to increase taxes in line with inflation in order to maintain the services

offered; 26% say they should maintain their current taxes by reducing services. Two in ten (19%) say the City should reduce current taxes by reducing
services and one in ten (12%) say they should increase taxes to enhance or expand services.

» Those aged 18-54 are more likely to say they prefer the City to maintain current taxes by reducing services (28% vs. 21% aged 55+). Older residents
(aged 55+) are more likely to say they prefer the City to not pursue any actions (16% vs. 8% aged 18-54).

Increase taxes in line with inflation — fo maintain

services 29%

Maintain current taxes — by reducing services (or
service levels)

26%

Reduce current faxes - by reducing services (or
service levels)

19%

Increase taxes — to enhance or expand services

12%

None 1%

Base: All respondents (n=xxx)

Q20. Property taxes are the primary funding source for City services. The cost of maintaining current service levels and infrastructure has increased, which means that the City must examine taxation and service delivery. Which of
the following actions would you prefer the City of Brampton to pursue to address this situation@
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Demographics

GENDER

48%

Male

O O 49%
-@ Female
Other gender identity
1%

Prefer not to answer

EDUCATION

17% 9% 72%

HS or Some Under-
less post- graduate
secondary  degree or
higher
44 — © lpsos Base: All respondents (n=xxx)

AGE

357%  35%  30%

18 to 34 35 to 54 55+

CHILDREN UNDER 18 IN HOUSE

QO 38%

Yes

YEARS LIVED IN BRAMPTON

e W e
One ‘rcz/é\'grc; W s
Thre'e Tieﬂgres N
SIXT?eTgrrs] B 2
Mo, N 257
O er, I <07

OWN VS. RENT

. Own Rent

WORKPLACE
Workplace Own business
. is in City of in City of Neither
Brampton Brampton
62%

9%

<«

HOUSEHOLD COMPOSITION

Multi-person

. Single-person
household

household

92%

%
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Demographics (o,

CURRENTLY LIVE IN... BORN IN CANADA? HOUSEHOLD INCOME
A single detached 7
home - 53% 44 (o) B Less than $20,000
Yes
® $20,000 fo just under
A semi-detached
: g?ITO\?vnk?ome l 25% 56% $40,000
m $40,000 to just under
No $60,000
An apartment or B $40,000 to just under
condominium 1% $80,000
® $80,000 to just under
d efﬁ\nsggegogf?gsniof $100,000
welll U
basement I 9% $100,000 to just under
apartment CAME TO CANADA... $250,000
More than $250,000
Less than Between
Other | 1% . 5 years 5and 10 ;/]egrrsrggge
ago yedrs ago Prefer not to say
1
DK/NS | 1% 817
1%
45 — © Ipsos Base: All respondents (n=1,000)

22%

2%

24%
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Demographics (o,

LANGUAGE SPOKEN AT HOME

English
Punjabi
Hindli

Urdu
Guijarati
Tamil
French
Spanish
Tagalog (Filipino)
Portuguese
Arabic

Or another language

I 7
[ R
| A

| 2%
| 2%
| 2%
| 1%
| 1%
| 1%
| 1%
| 1%

| 34

46 — © lpsos Base: All respondents (n=varies)

ETHNIC OR CULTURAL ORIGINS

white |l 34%

South Asian (€., Fost e /o)

Indian, Pakistani, Sri...

Black [} 16%

Southeast Asian (e.g.,

Vietnamese,... I 5%

European | 3%

Latin American |
Caribbean/ West Indies |
Chinese |

Filipino |

Arab |

West Asian (e.g., |
Iranian, Afghan, etfc.)

Other |

(DK/NS) |

2%
2%
1%
1%
1%
1%
1%
1%

ANCESTRY

No, not First Nations,
Inuit or Metis _ 86%

Yes, First Nations | 1%
Yes, Metis | 1%
Prefer not to answer |} 10%

(DK/NS) | 2%
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About Ipsos

lpsos is the third largest market research company in the
world, present in 90 markets and employing more than
18,000 people.

Our research professionals, analysts and scientists have built
unique multi-specialist capabilities that provide powerful
insights info the actions, opinions and motivations of
citizens, consumers, patients, customers or employees. Our
75 business solutions are based on primary data coming
from our surveys, social media monitoring, and qualitative
or observational techniques.

“Game Changers” — our tagline — summarises our ambition
to help our 5,000 clients to navigate more easily our deeply
changing world.

Founded in France in 1975, lpsos is listed on the Euronext
Paris since July 1st, 1999. The company is part of the SBF 120
and the Mid-60 index and is eligible for the Deferred
Settlement Service (SRD).

ISIN code FRO000073298, Reuters ISOS.PA, Bloomberg IPS:FP
WWW.ipsos.com

47 — © Ipsos

Game Changers

In our world of rapid change, the need for reliable
information
to make confident decisions has never been greater.

At lpsos we believe our clients need more than a data
supplier, they need a partner who can produce accurate
and relevant information and turn it info actionable truth.

This is why our passionately curious experts not only
provide the most precise measurement, but shape it to
provide True Understanding of Society, Markets and
People.

To do this we use the best of science, technology
and know-how and apply the principles of security,
simplicity, speed and substance to everything we do.

So that our clients can act faster, smarter and bolder.
Ultimately, success comes down to a simple truth:
You act better when you are sure.




YOU.
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