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Methodology

• Telephone survey conducted with a random and
representative sample of 300 adult Kelowna residents.

• Dual frame cell phone/landline sampling.

• Conducted between September 11 and 20, 2017.

• Weighting was employed to balance demographics to
ensure that the sample’s composition reflects that of the
adult Kelowna population according to 2016 Census data.

• MOE: ±5.7 percentage points, 19 times out of 20.

• Tracking and normative comparisons included where
appropriate.

Objectives
Gauge public satisfaction with municipal programs and services
and gain insight into citizens’ service priorities.

Objectives and Methodology
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1. Overall, citizens demonstrate predominately positive views of the community and City.

2. While perceptions of overall quality of life remain high, there is a sense this has deteriorated 
over the past three years.

3. Kelowna continues to be seen as a safe community although residents feel less safe now as 
compared to three years ago. Perceptions of downtown safety are slightly lower but still high 
overall. 

4. Social issues have become notably more relevant. Residents’ number one priority for municipal 
investment over the next four years is encouraging a diverse supply of housing options at 
different price points. 

5. Transportation issues persist. Traffic flow consistently surfaces as the key transportation 
priority.  

6. While less so than social and transportation, growth and development is also on citizens’ minds 
this year. City growth management is identified as a primary area for improvement.

7. Overall satisfaction with City services remains high. Satisfaction with drinking water quality 
has increased significantly this year while satisfaction with public transit has gone down. 

8. Key financial metrics hold steady. Residents continue to say they receive good value for their 
taxes and prefer tax increases over service reductions.

9. Overall, residents prioritize renewing existing infrastructure over building new infrastructure 
although there is appetite for both.

10. The City continues to provide good customer service, with staff’s courteousness identified as a 
service highlight.

Key Findings
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QUALITY OF LIFE
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Qualities or Characteristics that Make a City a Good Place to Live
(Coded Open-Ends, Multiple Responses Allowed)

Q2.  There are a number of reasons why people choose to live in one city or area over another. Assuming family and weather 
are not factors, what qualities or characteristics make a city a good place to live? That is, what qualities or characteristics 
would you use to describe your ideal city? Anything else?

Base: All respondents (n=300)

14%

14%

12%

11%

11%

9%

9%

8%

8%

6%

5%

5%

4%

4%

4%

4%

1%

5%

Good recreational facilities/opportunities/activities

Low crime rate/safe

Convenient location/accessible to everything

Employment/job opportunities (incl. well paying jobs)

Good weather/climate

Good amenities/services

Good parks/green space

Right size (not too big/small)

Friendly/welcoming people

Good sense of community

Good cultural opportunities/events/entertainment

Beautiful natural setting

Good public transportation

Clean

Affordable housing

Good quality of life

None/nothing

Don't know

2015 Top Mentions

Good recreational 
facilities/opportunities

20%

Convenient location/ 
accessible to everything

15%

Beautiful natural setting 13%

Employment/job 
opportunities (incl. well 
paying jobs) 

12%

Good amenities and services 12%

Low crime rate/safe 11%

Right size (not too big/small) 11%

Good weather/climate 10%

Mentions <4% not shown.
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40%

54%

5%

1%

<1%

Very good

Good

Poor

Very poor

Don't know

2015 2012 Norm

40% 36% 47%

56% 60% 50%

4% 3% 2%

<1% <1% 1%

0% 0% 0%

Overall Quality of Life 

Q3.  How would you rate the overall quality of life in the City of Kelowna today?
Base:  All respondents (n=300)

TOTAL GOOD

2017 94%

2015 95%

2012 96%

Norm 97%
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Change in Quality of Life Past Three Years 

Q4.  And, do you feel that the quality of life in the City of Kelowna in the past three years has improved, stayed the same, or 
worsened?

Base:  All respondents (n=300) * = statistically significant change from 2015

22%

43%

33%

2%

Improved

Stayed the same

Worsened

Don't know

2015 2012 Norm

30% 20% 24%

49% 55% 56%

18% 25% 17%

4% 0% 3%

NET SCORE

2017 -11

2015 +12

2012 -5

Norm +7

*

*

*
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11%

10%

8%

6%

6%

6%

5%

5%

5%

4%

4%

4%

4%

3%

19%

Improved roads

Better/more amenities and services

More bike paths/pathways

More businesses

Growing steadily

Improved economy

Improved/expanded public transportation

More recreational facilities and services

Well planned/developed

Low crime rate/safe

Diversity of people

Nice place to live

More construction (housing/buildings)

More jobs/employment opportunities

Other

Reasons Quality of Life has Improved
(Among those saying the quality of life has improved) (Coded Open-Ends)

Q5. Why do you think the quality of life has improved?
Base: Those saying the quality of life has improved (n=65) Small base size, interpret with caution.

2015 Top Mentions

Nice place to live 13%

Downtown revitalization/ 
improvement

12%

Growing steadily 11%

More recreational facilities 
and services

10%

Well planned/developed 10%
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Reasons Quality of Life has Worsened
(Among those saying the quality of life has worsened) (Coded Open-Ends)

Q6. Why do you think the quality of life has worsened?
Base: Those saying the quality of life has worsened (n=97) Small base size, interpret with caution.

18%

14%

14%

13%

12%

11%

3%

3%

3%

2%

2%

5%

Rising cost of living

Traffic congestion

Drugs

Too crowded/busy

Housing affordability

Increased poverty/homelessness

Level/pace of growth and development

Safety concerns

Road system

City management (Council/staff)

Lack of public parking

Other

2015 Top Mentions

Rising cost of living 21%

Unemployment/lack of jobs 17%

Traffic congestion 13%

Too crowded/busy 12%

Negative mentions of staff 
and Council

10%

Safety concerns 10%

Too much growth/ 
development

10%
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ISSUE AGENDA 
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Q1. In your view, as a resident of the City of Kelowna, what is the most important issue facing your community, that is the 
one issue you feel should receive the greatest attention from local leaders? Are there any other important local issues? 

Base: All respondents (n=300) * = statistically significant change from 2015

29%

30%

9%

5%

40%

39%

15%

8%

7%

4%

3%

3%

3%

2%

2%

5%

1%

12%

Social (NET)

Transportation (NET)

Growth and development (NET)

Municipal government services (NET)

Parks, recreation, and culture (NET)

Crime (NET)

Economy (NET)

Healthcare (NET)

Education (NET)

Environment (NET)

Taxation and municipal government spending (NET)

Other (NET)

None/nothing

Don't know

First mention Second mention

Important Community Issues
(Coded Open-Ends, Multiple Responses Allowed)

TOTAL MENTIONS 2015 2012 Norm

16% 17% 13%

38% 37% 32%

13% 17% 13%

7% 8% 11%

12% 12% 8%

8% 9% 8%

12% 12% 9%

5% 5% 4%

3% 7% 7%

4% 6% 5%

4% 10% 11%

10% 4% 11%

*

*

*

*

*
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COMMUNITY SAFETY 
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Overall Community Safety 

Q17. Overall, would you describe the City of Kelowna as a very safe, somewhat safe, not very safe, or not at all safe 
community?

Base:  All respondents (n=300)

29%

61%

9%

1%

<1%

Very safe

Somewhat safe

Not very safe

Not at all safe

Don't know

2015 Norm

32% 37%

63% 59%

6% 4%

0% 0%

<1% 0%

TOTAL SAFE

2017 90%

2015 94%

Norm 96%
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Change in Community Safety Past Three Years

Q18. Do you feel community safety in Kelowna has improved, stayed the same, or worsened over the past three years?
Base:  All respondents (n=300) * = statistically significant change from 2015

11%

51%

37%

1%

Improved

Stayed the same

Worsened

Don't know

2015

21%

57%

19%

3%

NET SCORE

2017 -26

2015 +2

*

*

*
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32%

16%

13%

12%

23%

4%

More policing/law enforcement

Feel more safe

Decreased crime rate

Renovated/improved downtown

Other

Don't know

Reasons Community Safety has Improved
(Among those saying community safety has improved) (Coded Open-Ends)

Q19. Why do you feel community safety has improved?
Base: Those saying community safety has improved (n=31) Small base size, interpret with caution.

2015 Top Mentions

Decreased crime rate 25%

More policing/law 
enforcement

20%

News reports (fewer crime 
reports in the news)

15%

Public awareness/education 10%
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24%

17%

15%

13%

11%

5%

3%

3%

7%

1%

More homelessness/poverty

Drugs

Break-ins/theft

Increase in crime

City/population growth

Not enough policing/law enforcement

Gangs

Safety of streets/not safe to walk (downtown)

Other

None/nothing

Reasons Community Safety has Worsened
(Among those saying community safety has worsened) (Coded Open-Ends)

Q20. Why do you feel community safety has worsened?
Base: Those saying community safety has worsened (n=111)

2015 Top Mentions

Increase in crime 28%

More homelessness/poverty 19%

Break-ins/theft 18%

More drug dealings 16%

Not enough policing/law 
enforcement

15%

Safety of streets/not safe to 
walk (downtown)

12%

Street gangs 10%
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Frequency of Visiting Downtown Kelowna 

Q21. How often do you visit downtown Kelowna?
Base:  All respondents (n=300)

15%

41%

27%

16%

1%

Daily

At least once a week but not every day

At least once a month but not every week

A few times a year

Once a year or less

TOTAL
MONTHLY OR 
MORE OFTEN

83%
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Downtown Kelowna Safety

Q22.  Overall, would you describe downtown Kelowna as very safe, somewhat safe, not very safe, or not at all safe?
Base:  All respondents (n=300)

21%

59%

16%

3%

1%

Very safe

Somewhat safe

Not very safe

Not at all safe

Don't know

TOTAL SAFE

80%
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Q23. What specific areas of downtown Kelowna do 
you feel are unsafe? Any others?

Base: Those saying downtown is unsafe (n=52)
Small base size, interpret with caution.

43%

42%

21%

20%

10%

8%

5%

5%

17%

3%

Leon Avenue

City Park

Lawrence Avenue

Downtown area

Queensway

Water Street

Bernard Avenue

Nightclubs

Other

Don't know

Unsafe Areas in Downtown Kelowna
(Among those saying downtown is unsafe) (Coded Open-Ends, Multiple Responses Allowed)

Q24. Why do you feel unsafe in these areas of 
downtown Kelowna?

Base: Those saying downtown is unsafe (n=52)
Small base size, interpret with caution.

55%

46%

14%

7%

7%

6%

4%

3%

12%

Drugs

Homelessness/poverty

Loitering/people looking or
acting suspicious

Panhandlers

Gangs

People under the influence of
alcohol

Not enough police/police
aren't visible

Not safe (unspecified)

Other
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CITY SERVICES AND 
INFRASTRUCTURE 
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26%

64%

8%

2%

1%

Very satisfied

Somewhat satisfied

Not very satisfied

Not at all satisfied

Don't know

Satisfaction with Overall Level and Quality of Services 

Q7A. How satisfied are you with the overall level and quality of services provided by the City of Kelowna?
Base:  All respondents (n=300) * = statistically significant change from 2015

2015 2012 Norm

29% 23% 33%

65% 71% 61%

4% 5% 5%

2% 1% 1%

<1% 1% 0%

TOTAL
SATISFIED

2017 90%

2015 94%

2012 94%

Norm 94%

*
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Satisfaction with Specific Services 

Q8. And now how satisfied are you with…? Would you say very satisfied, somewhat satisfied, not very satisfied, or not at all 
satisfied?

Base:  All respondents (n=300) * = statistically significant change from 2015

74%

50%

34%

47%

35%

25%

53%

42%

28%

23%

9%

13%

6%

95%

94%

93%

92%

92%

89%

88%

85%

78%

74%

65%

60%

41%

Fire services

Parks

City-operated recreational facilities and programs

Sports fields

Community cleanliness

City-operated cultural facilities and programs

Drinking water quality

Police services

Road maintenance

Bike lanes and pedestrian sidewalks

City growth management

Public transit

Traffic flow management

Very satisfied Somewhat satisfied

2015 2012 Norm

96% 97% 95%

91% 95% 94%

93% 92% 88%

93% 95% 90%

93% n/a n/a

87% 89% 89%

82% n/a n/a

89% 88% 92%

81% 78% 77%

73% 83% n/a

n/a n/a n/a

68% 69% 55%

n/a n/a n/a

TOTAL SATISFIED

*

*
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2015 2012 Norm

100% 98% 99%

99% n/a n/a

96% 98% 98%

99% n/a n/a

n/a n/a n/a

98% 98% 98%

98% 97% 96%

n/a n/a n/a

93% 90% n/a

96% 95% 95%

81% 89% 84%

83% 83% 84%

74% 79% 80%

Importance of Specific Services

95%

94%

86%

79%

84%

75%

76%

68%

68%

59%

43%

36%

48%

99%

99%

99%

99%

98%

98%

97%

93%

90%

90%

79%

77%

71%

Fire services

Drinking water quality

Police services

Community cleanliness

Traffic flow management

Road maintenance

Parks

City growth management

Bike lanes and pedestrian sidewalks

City-operated recreational facilities and programs

Sports fields

City-operated cultural facilities and programs

Public transit

Very important Somewhat important

Q7. How important is…to you personally on a scale of very important, somewhat important, not very important, or not at all 
important?

Base: All respondents (n=300) * = statistically significant change from 2015

TOTAL IMPORTANT

*

*



23

Action Grid 

Satisfaction

Im
p

o
rt

a
n

ce

92%

81%

70%

40% 100%

100%

Secondary Areas for Improvement

Primary Areas for Improvement

Secondary Strengths

Primary Strengths

Bike lanes and 
pedestrian 
sidewalks

Community 
cleanliness

City growth 
management

City-operated cultural 
facilities and programs

Drinking water quality
Fire 
services

Parks

Police 
services

Public transit

City-operated 
recreational 
facilities and 
programs

Road maintenance

Sports fields

Traffic flow 
management



24

FINANCIAL PLANNING 
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18%

66%

12%

2%

2%

Very good value

Fairly good value

Fairly poor value

Very poor value

Don't know

Value for Taxes

Q9.  Thinking about all the programs and services you receive from the City of Kelowna, how would you rate the overall value 
for the taxes you pay?

Base:  All respondents (n=300)

2015 2012 Norm

23% 16% 20%

61% 65% 61%

9% 11% 13%

4% 6% 4%

3% 2% 2%

TOTAL GOOD 
VALUE

2017 84%

2015 84%

2012 81%

Norm 81%
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29%

33%

21%

9%

6%

2%

Increase taxes - to enhance or
expand services

Increase taxes - to maintain
services at current levels

Reduce services - to maintain
current tax level

Reduce services - to reduce
taxes

None

Don't know

Balancing Taxation and Service Delivery Levels

Q10.  Municipal property taxes are one source of revenue used to pay for services provided by the City of Kelowna. Due to the 
increased cost of maintaining current service levels and infrastructure, the City must balance taxation and service 
delivery levels. To deal with this situation, which one of the following four options would you most like the City of 
Kelowna to pursue?

Base:  All respondents (n=300)

TOTAL INCREASE 
TAXES

2017 62%

2015 56%

2012 57%

Norm 49%

TOTAL REDUCE 
SERVICES

2017 30%

2015 31%

2012 34%

Norm 37%

2015 2012 Norm

28% 26% 19%

28% 31% 30%

23% 25% 26%

9% 9% 11%

9% 6% 10%

3% 3% 4%
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PRIORITY SETTING
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Q11. Each year, the City is challenged with allocating capital dollars. In your opinion, which of the following should be the 
greater priority for investment for the City in 2018?

Base:  All respondents (n=300)

Renewing versus Building Infrastructure 

Don't know
2%

Building new 
infrastructure

41%

Renewing existing 
infrastructure

56%
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Priorities for Investment Over the Next Four Years 
(Paired Choice Analysis) 

Q12. The City of Kelowna has many different options for things it can invest in over the next four years. I’m now going to read 
you different pairs of priorities. For each pair, please tell me which item you think should be the greater priority for 
investment over the next four years.

Base:  All respondents (n=300)

71%

66%

65%

61%

60%

57%

50%

48%

47%

46%

44%

42%

40%

38%

25%

24%

Encouraging a diverse supply of housing options at different price points

Traffic flow management

Drinking water

Police services

Fire services

Road maintenance

Public transit

Bike lanes and pedestrian sidewalks

Business and economic development

Sewage facilities

Enhancing the natural environment

City-operated recreational facilities and programs

Parks

Community cleanliness

City-operated cultural facilities and programs

Preservation of historic places

% Win
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Transportation Investment Priorities 

Q13.  When it comes to investing in transportation other than highway 97 or highway 33, which one of the following six items 
do you think should be the greatest priority for the City? Which one should be the next greatest priority?

Base:  All respondents (n=300)

41%

19%

13%

15%

6%

6%

55%

34%

33%

32%

23%

20%

Improving traffic flow by adding vehicle lanes

Improving public transit

Improving street safety by design, including speed control

Improving bike lanes and pedestrian sidewalks

Improving the condition of roads

Improving educational programs to reduce traffic congestion

First mention Second mention

TOTAL MENTIONS
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CUSTOMER SERVICE 
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Contact with City (Last 12 Months) 

Q14. In the last 12 months, have you personally contacted or dealt with the City of Kelowna or one of its employees?
Base:  All respondents (n=300) 

50%

43%

38%

48%

2017

2015

2012

Norm

% Yes
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Contact Method
(Among those saying they contacted the City in the last 12 months) (Coded Open-Ends)

Q15.  How did this contact occur?
Base: Those saying they contacted the City in the last 12 months (n=150)

38%

37%

10%

6%

3%

2%

1%

3%

<1%

Telephone

In-person

Email

City website

Mail

Open house/public consultation

City meeting

Other

Don't know

2015 Top Mentions

Telephone 44%

In-person 37%

Email 7%
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Q16. How satisfied are you with the…? Would you say very satisfied, somewhat satisfied, not very satisfied, or not at all 
satisfied?

Base: Those saying they contacted the City in the last 12 months (n=150)

54%

74%

54%

57%

62%

57%

52%

78%

93%

86%

84%

83%

83%

78%

Overall service you received

Staff's courteousness

The ease of reaching staff

Staff's knowledge

Staff's helpfulness

The speed and timeliness of service

Staff's ability to resolve your issue

Very satisfied Somewhat satisfied

TOTAL SATISFIED

Satisfaction with Customer Service
(Among those saying they contacted the City in the last 12 months)

2015 2012 Norm

81% 81% 81%

97% 95% 92%

88% 90% 86%

86% 85% 85%

87% 83% 86%

82% 84% 83%

79% 77% 75%
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QUESTIONS?


