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Executive Summary 
  
Tourism Kelowna is a non-profit society with 320 tourism industry stakeholders. It represents the 
region’s $279 million tourism industry. Over the last several years, declining visitor numbers to 
the Harvey Avenue visitor centre have caused Tourism Kelowna to investigate alternatives.  
Annual visitor numbers to the current centre have declined from a peak of 55,000 just four years 
ago to approximately 20,000 today.  The Queensway and Mill Street site has been identified as 
ideal to serve more visitors and capture the lost economic opportunity for the region that the 
declining visitor centre numbers represent.  Tourism Kelowna hopes to serve 100,000 visitors at 
the proposed location. 
 
On Wednesday November 9, 2016, Tourism Kelowna held a public information session on the 
site of the proposed visitor centre. The session was to be held from 10:00 to 18:00 hours but 
some early arrivals that were walking in the area were admitted before the official opening time 
at their request.  They have been included in the totals.  In all, 324 people attended the session 
and 159 of those people (49% of the total) completed surveys electronically or in paper form.     
 
The survey included seven questions and space for comments. The results are below.  All those 
who entered the public information session tent were asked before they left if they would 
participate in the survey.  The reason for declining was not officially noted, but anecdotally 
ranged from not being a resident, to not having time, or not wanting to participate.  Several were 
attending as couples and one person completed the survey for both.  Both those in favour and 
those opposed declined to fill out the survey. 
 
The results showed strong support for the visitor centre; 73% favoured the centre in this 
location, 17% were opposed and 10% were neutral.  Every aspect of the proposal received 
more than 50% support. 
  

Sample size and error rate 

Based on 159 of 324 attendees filing out a survey the error rate is 5.6% with a 95% confidence 
rate.  That is, the results represent the true feelings of all those who attended the public 
information session +/- 5.6%, 95 percent of the time.  The 159 sample size taken over the 
population of Kelowna has an error rate of 7.8% with a 95% confidence rate. 
 

Chris Olsen 
Senior Consultant, Kelowna 
Peak Communicators  
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Survey results and analysis  
 
This section outlines the responses to each of the questions followed by analysis.  

 

   
Analysis:  Most of the participants were residents.  The non-resident comments in the final 
section are reported separately.  Based on our experience on site where some non-residents 
did not feel that they should participate in the survey, we feel this is an accurate representation 
of the overall make up of those attending.  In later questions non-residents are included in the 
totals.  But their weighting does not impact overall results in any significant way.   

 

Analysis: All of those who responded “Neutral” or “No” to this question were residents. The 11 
non-residents all responded yes.  However, this has little impact on the overall results.  If non 
residents were removed the positive responses of residents would drop by 0.47%, an 
insignificant number. This question shows those attending believe that tourism has a positive 
impact on Kelowna. 

 

1. Are you a resident of the City of Kelowna? 
_______________________________________________________________________________________________________________________________________________________________________ 
 

Results based on 159 responses to this question 

2. Do you believe tourism has a positive impact on Kelowna? 
_______________________________________________________________________________________________________________________________________________________________________ 
 

Results based on 159 responses to this question 
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Analysis: This question shows a surprising lack of knowledge among residents about the 
positive impact tourism in Kelowna has on tax collection for all levels of government.  It shows 
that residents are missing the connection between tourism (which they support in question 2) 
and benefits represented by taxes that pay for many of the services and programs they desire in 
the community.  This is probably because no initiatives are earmarked as having been funded 
by this source of taxation.  All the funds collected go into general revenue and are distributed 
through many initiatives. 

   

 

Analysis:  Despite inclusion in media reports, news releases and fact sheets available on the 
Tourism Kelowna website, the “who is paying” question is not well understood.  Misconceptions 
of the City of Kelowna’s role in the project are reflected in many letters to the editor published 
since the original announcement in March.  These misconceptions persist to today.  Judging by 
anecdotal comments at the public information session and reviewing previous public comments 
in media reports or letters to the editor and comments on news articles, many believe that the 
City of Kelowna is a major funder of this project either through the annual grant or providing a 
portion or all of the funding for construction. 

3. Are you aware tourism generates 100 million dollars per year in total tax revenue for the City of 
Kelowna, provincial government and federal government? 
___________________________________________________________________________________________________________________________________________________________________________ 
 

Results based on 159 responses to this question 

4. Are you aware that the City is not being asked to contribute any funding to the construction of the 
Visitor Centre building? 
_______________________________________________________________________________________________________________________________________________________________________________ 
 

Results based on 159 responses to this question 
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Analysis: Awareness of the changes is high with over three-quarters of those who participated 
saying they know this.  This shows that the public has been paying attention to those issues.  
While we didn’t ask in the survey whether this had changed anyone’s mind on the project, it is 
likely those changes allowed support to be as high as it is in this survey.  Some comments in 
the survey support this conclusion.  

 

 

Analysis:  The “no answer” column is comprised of people who are against all aspects of the 
project and match those who answered no to the next question.  Interestingly, all aspects of the 
building scored more than 80 positive responses (50% of the total) meaning that overall, those 
taking the survey approved of all aspects of the project from the design to the location.  Public 
washrooms and building design had the highest level of support. 

 

5. Are you aware that the proposed Visitor Centre is 40% smaller than the plan announced in March 
and that the building is realigned to remove it entirely from the Simpson Covenant lands? 
_______________________________________________________________________________________________________________________________________________________________________________ 
 

Results based on 159 responses to this question 

6. What do you like about the plan that you saw today? Please check all that you agree with. 
_______________________________________________________________________________________________________________________________________________________________________ 
 

Results based on 159 responses to this question 
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Analysis: There is strong support for the project as 73 per cent are in favour, 17 percent 
opposed and 10 per cent are neutral. Interestingly, non-residents voted in the same 
percentages are residents 

 

Comments 
 

Survey participants were given the opportunity to comment on the project and 88 of them made 
additional comments.  The comments have been sorted based on how they answered question 
7 and we have separated out comments by non-residents. In all there were 56 comments made 
by those who answered yes to question 7,  21 from people who answered no, eight who 
answered neutral, and three from self-described non-residents, two in favour and one against.     
The comments offer suggestions for further improvements such as bike racks, artist 
demonstrations, and finding an alternate location for a deep-keel boat launch. Those opposed 
are against the location and size of the structure. 

In favour (answered yes to question 7) 

 Love the location! Be sure to include adequate garbage cans 
 You convinced me regarding location 
 Looks like a good plan. Great idea to host the open house at the actual location. 
 Good luck ... 
 Great design. A welcome addition to the downtown 
 I still think that having local artisans have the opportunity to showcase their talents would 

be worthwhile.  Not only having a gift shop but having a space for artists to do demos. 
So many talented artists in this city just waiting to show the world! 

 Love it. Would love to see cultural animation of outside spaces too 
 Where will visitors who are driving motor homes or hauling trailers go to get info?  
 This will be such an asset to the city as well as our visitors. This is virtually a wasted 

portion of the waterfront now. (I have done my own little survey of watching people walk 

7. Do you support the plan to build a Visitor Centre at this location? 
_______________________________________________________________________________________________________________________________________________________________________ 
 

Results based on 159 responses to this question 
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through this portion of the park and not one even glanced toward the lake let alone walk 
down to the edge.) BUT they certainly will once this centre is available! 

 The sooner the better 
 Do It! 
 Good concept 
 Good project. Like walkway around the building 
 Like it! 
 Great idea...now if you could encourage the construction of condos that are large 

enough in square footage (at least 1200 sq feet) starting at the ground level all the way 
up to the top floor, you would get more off season traffic to our downtown area. 

 Downsized compared to present facilities will reduce products and service available. 
 Glad to see a much reduced footprint! 
 Good plan 
 No 
 Glad it is a lower building.  
 Great presentation, 
 I would like bike path and walk-ways marked or separated from bird sanctuary to beyond 

City Park to streamline public walkers and cyclists all the way to the bridge. 
 I like the color of the umbrellas 
 Would like the facility to be smaller 
 As a new resident of Kelowna I am looking forward to the many new culture activities 

offered here 
 Good luck with the rezoning! 
 Let’s get active! Please make bike parking areas 
 Good job. It may be helpful to have secure bike parking in the area 
 Will be an asset for the City and the public 
 The sooner the better!!! 
 Please ensure that keelboat launch substitution takes place 
 Great addition to downtown for visitors and businesses 
 No 
 Yes I am now more aware of what they have planned and I do think it’s going to be great 

for Kelowna. 
 Looking good, finally got right. 
 Thank you for addressing community concerns. This new design reflects a desire to 

serve both tourists and residents needs. 
 I believe that this is extremely important to our tourism 
 The location makes perfect sense. 
 Nice to see positive planning 
 It’s really a nice looking plan, great location 
 Perfect location! Lovely design and excellent benefits to the city and our valued tourists  
 I like the location and design 
 I believe that this will have an extremely positive impact on the city as well as its 

residents 
 Well done, you have done a great job displaying the proposed idea well done. 
 Do it now! 
 This appears to be exactly what visitors or new people moving here ... As I have just 

done ... could use and help them explore this wonderful area. 
 This is an amazing new venue that will add so much to our city as well as assist visitors 

in ways to spend more while enjoying the beauty we have to offer here. Good luck. 
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 It’s a great idea! Well done! 
 Nice 
 Impressive  
 Love it 
 Outdoor seating and coffee station, pets allowed outside 
 Would love to see a coffee shop in the visitor centre area near the water’s edge. 
 Looks good 
 This is an awesome project! 

 
Opposed (answered no to question 7) 

 No qualified (?) should be further from waterfront. Should be leasing space rather than 
building a new one 

 Not wanted on waterfront 
 Needs to be further from waterfront 
 Wrong place, excessive cost, there are more effective use of costs, not on waterfront 

blocking views and vistas  
 Wrong location 
 I think the location is wrong, should be on Bernard Ave 
 Great building.  Bad location at the water's edge.  Please move it out of the view. 
 Why not use the Zamboni storage building in summer. Where are boat trailers and motor 

homes going to park? Being lake oriented maybe concentrate on better and more boat 
launches our present launches are a disgrace 

 Ensure there is deepwater launch facility for keelboats!!! 
 I would rather see something here for the residents. Like a Granville island style 

destination. The location near the bus loops is good for residents and a waste for tourists 
 I think it is stupid to block the gorgeous view of Lake Okanagan and the waterfront with a 

building.  A small kiosk is a much better idea.  Also there will be no parking nearby for 
tourists.  There will only be foot traffic.  I thought the second storey was removed.  A 
building twenty feet tall is the same height as a two storey building, even if there is not a 
second floor.   I vote to put the tourist centre somewhere else, so everyone can still 
enjoy the view here.  Landscaping should join Kerry Park to Stewart Park, not a building 
that no one wants. 

 Why do you feel you need prominent locations? WE HAVE TRAVELED ALL OF THE 
AMERICAS. AND. MOST ARE LOCATED COMING INTO THE CITY. 

 Move away from the waterfront 
 People don, 
 Should be a kiosk and not a building 
 Bad location 
 Written many letters against 
 This lakeshore location is a tourism site and should not have a building promoting 

commercial tourism activities plunked right in the middle of our beautiful promenade. 
This is the wrong location for a tourist info centre in Kelowna.  Because of the lack of 
parking it would only be accessed by pedestrians visiting the downtown lakefront. All that 
is needed is a staffed kiosk to answer tourist inquiries. Please keep our lakefront open 
for all our residents and tourists to enjoy. We have such limited lakeshore access left. 

 The visitor centre should NOT be built so close to the public water.  It could go in an 
existing building near the Sails instead 
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 There is no PARKING!  If you travel to a city and need a tourist centre, you need 
parking. 

 There is not enough parking downtown as it is 
 

Neutral (answered neutral to question 7) 

 Needs at least six of each men’s and women’s restrooms, sewer line needs repair 
before construction  

 Should have used the Fintry Queen as information centre at the foot of Bernard or at this 
current location 

 Need to ensure that we continue to have access to a deep water boat launch 
 Please urge city to finally repair and maintain the Water Street boat launch facility after 

thirty years of neglect. 
 Keep buildings well back and update Rose's boat launch for keelboats. Thanks 
 Nope 
 Awesome! 
 Much better than you original concept - you have obviously listened to public opinion - 

good work. 
 

Non-residents (two answered yes and one answered no to question 7) 

 Wrong location, highway property preferred, 
 Great plan - well presented 
 As frequent visitors to Kelowna, we appreciate all the public sculpture and the beautiful 

waterfront development. This centre seems a needed addition.  
 
 

Conclusion: 
 
The overall results showed strong support for the visitor centre; 73% favoured the centre in this 
location, 17% were opposed and 10% were neutral.  Every aspect of the proposal received 
more than 50% support.  The results also show strong support for tourism in Kelowna.  
Understanding of the project is quite high with the exception of who will fund it. 
 


























