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Objectives

The overarching objective of this survey is to better understand the attitudes and opinions of King Township
citizens regarding life in their local community. King Township is determined to improve the quality of life of its
citizens, with the goal of making King Township a stronger, more resilient community that delivers high quality
municipal services catering to the evolving needs of its cifizens.

More specifically, the objectives of this research are to:

*  Measure the Township's performance in terms of its ability fo provide and maintain a strong quality of life
for citizens and citizen satisfaction with the provision of municipal services, programs, and projects.

« Assess the extent to which citizen needs can be said to have changed and evolved (i.e., in response to
the pandemic) and identifying services that are of top priority to citizens.

« |dentify which services have benefitted from being reimagined and which should be modified, adapted
or eliminated.

« |dentify preferred methods of service delivery and the ways in which customers like to receive services.

« Determine the method through which citizens prefer to receive information and be engaged.
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Methodology

The survey was conducted primarily online where a random sample of King Township citizens were recruited
§ g through a lefter in the mail. A small number of citizens contacted Ipsos to conduct the survey over the
phone.

Address-based sample was provided by King Township and consisted of all residential households in the
Township. Ipsos pulled a stratified random sample of 3,470 households from the address list of 7,313 records.
Oversampling was conducted in Wards 3 and é to account for the smaller population of citizens in those
wards. [psos sent invitations to participate in the survey via mail to those households randomly selected to
participate in the survey. Survey packages included an invitation letter to participate in the survey and an
FAQ document to provide citizens with more information about the survey. Each respondent was provided
with a unigue PIN to ensure that survey responses would only be entered once by the appropriate individual.

In total, 533 citizens of King Township responded to the postcards by completing the survey, a figure which
represents a response rate of about 15%. To ensure the sample composition reflects that of King Township,
the data has been weighted by age, gender, and ward.

The below table provides a summary of the response rates by ward:

Invitations Survey Response
Sent Completes Rate
659

1 114 17.3%
2 860 135 15.7%
3 595 99 16.6%
4 635 107 16.9%
5 584 71 12.2%
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Methodology

6— ©lpsos

REPORTING CONVENTIONS

Wherever applicable, results are benchmarked
against the lpsos municipal norms database. The
municipal norms database is an aggregate scores
that includes data from a mix of telephone and
online surveys conducted in municipalities across
Canada. There are certain questions in the survey
that were included that have been asked in exactly
the same way, in previous surveys for other
municipalities, to enable this comparison. The data
from King Township was included in the municipal
norms database we are benchmarking against.

SURVEY INCENTIVE

At the end of the survey, respondents were given
the opportunity to enter into a prize draw to win a
$250 gift card to redeem at a King Township
Chamber of Commerce affiliated business of their
choosing.

PRECISION

The precision of Ipsos online surveys is calculated via
a credibility interval. In this case, the margin of error
is +/- 4.2 percent, 19 times out of 20, had all King
Township citizens aged 18+ been surveyed.

TIMING

The survey fielded from February 2 to February 22,
2023.
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Key Findings

Almost all citizens rate the quality of life as very good or good in King Township. Furthermore, nine in ten agree that King
Township is a great place to raise a family and is safe.

Issues associated with taxation, traffic, and development are citied as the top three issues facing the Township.

Eight in ten citizens are satisfied with the quality of services provided by the Township.

Value for tax dollars is perceived as low among citizens, just over half say they receive very good to good value for their tax
dollars

Citizens are split on whether to increase taxes in-line with inflation to maintain services or to maintain current tax levels and
reduce some services for citizens.

Citizens are significantly more likely to prefer user fees over increases in taxes to support future infrastructure investments.

Almost two thirds of citizens say that they have contacted the Township in the past 12 months, The vast majority of those
who contacted the Township are satisfied with their interaction(s).
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Quality of Life in King Township

+ Virtually all (95%) citizens of King Township rate the overall quality of life in their community positively, a figure which tracks slightly above what is
observed in the Ipsos municipal norms database (93%).

B VERY GOOD B GOOD M POOR B VERY POOR

municipal norms

Very Good 37%

95% Good 56%
Good Quality e o
Very Poor 1%

Don't know 0%

Note: Values less than 3% not labelled.

Base: All respondents (n=533)
Q1. How would you rate the overall quality of life in King Township, foday?
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Most Important Issues in King Township

When asked, in an open-ended format, to describe the most important issues facing their community a variety of responses are provided with

municipal governance & taxation (17%), fraffic congestion (15%), and urban development (13%) topping the list.

+ Ward 3 citizens are by far the most likely to view road conditions and construction as being the top issue (20% vs. 4% across all other wards). Citizens of
Ward 2 tend to be more likely to cite water quality (20% vs. <1% across all other wards) whereas Ward 1 citizens are generally more likely to mention a

lack of grocery stores (9% vs. <1% across all other wards) as being important issues.

Municipal Governance, Taxation and User Fees nmm 17 %
Traffic Congestion s 15%,
Urban Development and Complete Communities nl 13%
Natural Lands mmml 9%,
Community Safety mmml 9%
Recreation needs (pools, arena, playgrounds, community programs & events) Il 9%
Road Safety mmmm 7%
Business Attraction mll 7%
Problems with snow removal R 6%
Quality of water mml 6%
Road Conditions and Construction mll 5%
Demonstration of Value for Money 1l §%,
Plan better for population growth/general growth, etc. 1 5%,
Supporting Housing Affordability Bl 4%,
Loud frain whistle/noise in general ml 4%
Infrastructure needs M 3%,
Need to preserve the heritage of the King township 1 3%,
Environment m 3%
Problems with garbage removal B 3%,
Nothing/noissues M 3%,
Other m 10%

<3% Scores are not Shown

Base: All respondents (n=533)
Q3. In your view, as a resident of King Township, what is the most important issue facing your community, that is the one issue you feel should receive the greatest attention from your local leaders?
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“Too many unstarted projects and wrangling about
growth. The Township went to the trouble to create
and approve a Master Plan. So let’s get on with it.
The entire “downtown” of King City has been
boarded up for more than 5 years.”

“Better management of road closures and
construction.”

“Community growth - proper future planning ie
roads, business, schools and parks. Actually listening
and doing what the community wants. Nof what
council wants.”

“Embracing the expansion of the GTA. King Twp. is
not going to be able o stop expansion, so it should
be making plans to manage the change and
organize its effects to the community. Managing
and reorganizing infrastructure will be its biggest
challenge.”

“Balancing growth with the protection of the
environment and agricultural importance of the
region.”

“Property tax and what we get for what we are
paying. Huge fraffic through King Road: main road
connecting HW 400 and Bathurst St. Speeding in
residential areas.”

In Their Own Words: Most Important Issues in King Township

" Affordable housing for our children. Large
property owners of more than 3 acres should be
allowed another residence for a family member,
it's a win win for everyone.”

“Preserving the rural setting that is King. There is
immense pressure to allow developers to turn King
info Vaughan Township. In addition would be
infrastructure for King ie. roads, traffic, efc.”

“High taxation without proportionate level of
services.”

“We need to fry and figure out a way to keep our
next generation of young people from having to
move away because of housing affordability.”

“Winter months salf should be used we have lives
here 2 winter and it's very slippery other wise
everyone at the city and workers have been
amazing Thank you.”

"Public transportation, or, lack of affordable
housing, or destruction of green-belt. Hard to
choose what is most important.”

“Senior housing- Retfirement and assisted living &
nursing homes.”

“Taxes, infrastructure and water quality.”

Base: All respondents (n=533)

Q3. In your view, as a resident of King Township, what is the most important issue facing your community, that is the one issue you feel should receive the greatest attention from your local leaders? ’
12 - ©lpsos \






Quality of Services Provided by King Township

« The vast majority (79%) of King Township citizens indicate satisfaction with the quality of services provided by King Township. Satisfaction with services in

King Township are slightly lower that what is observed in the Ipsos municipal norms database (79%, compared to 88%).
* Ward 1 scores tend to be lower, relative to the other wards, when it comes to perceptions of service quality (69% vs. 82% across all other wards).

B SOMEWHAT B NOT VERY l NOT AT ALL l DON'T
SATISFIED KNOW

M VERY
SATISFIED SATISFIED

SATISFIED

municipal norms

Very satisfied 29%

79% Somewhat satisfied 59%

B saﬁsﬁ e d Not very satisfied 9%
Not at all satisfied 2%

Don't know 1%

Note: Values less than 3% not labelled.

Base: All respondents (n=533)
Q4. Overall, how satisfied are you with the quality of services that are provided by King Township?2
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Perceptions of Living in King Township

» There is an overwhelming belief, among citizens of King Township, that their community is safe (21%) and a great place to raise a family (94%). Other
perceptions of life in King are also viewed positively, with around eight in ten agreeing with the idea that King Township is welcoming community
(80%), and that it is healthy & vibrant economically (77%). Seven in ten citizens agree that the Township is committed to protecting the environment
(68%), and offers services that meet their needs (68%). Notably, a slim majority (59%) agree that King Township is effective at managing growth and
development.

l STRONGLY B SOMEWHAT B SOMEWHAT l STRONGLY l DON'T

AGREE AGREE DISAGREE DISAGREE KNOW
AGREE
(T2B)

King Township is a great place to raise a family zll 94%

[feel safe in King Township 9%

King Township is a welcoming, inclusive, on%gpﬂr&pﬂﬁﬁ? E 80%
King Township's economy is healthy and vibrant § 77%

King Towrship provides servces enccperctionss! T TR <
King Township is effective in monoginggvrgl\gghrﬁenrﬂ 59%

Note: Values less than 3% not labelled.

Base: All respondents (n=533)
Q5. Thinking about life in King Township, please rate the extent to which you agree or disagree with each of the following statements.

XING B



Importance of Township Services to Citizens

+ Virtually everyone acknowledges the importance of fire & emergency services (100%), roads (99%), land use & community planning (?6%), and public
engagement & community planning (25%). with almost all citizens rating each of these services as being important to them. Strong majorities of
citizens also rate the importance of other services such as recreation and fithess programs (91%), and bylaw enforcement (88%) highly. Citizens are
slightly less likely to view heritage, culture, and arts programs as important compared to other services provided by the Township.

+ With the exception of the public library and heritage, culture, and arts programs, scores for King Township services equal or exceed municipal norms
across the board.

« Citizens of Wards 3 (56%) and 6 (14%) are among the least likely to rate water services as being important (vs. 85% across all other wards). Citizens of
Wards 4 are among the most likely to rate heritage, culture, and arts programs as being important (21% vs. 69% across all other wards). Middle-income
households ($80k-$120k) tend to be more likely to rate heritage, culture, and arts programs as being important (92% vs. 69% across all other income
brackets).

Bl VERY B SOMEWHAT B NOT VERY Bl NOT AT ALL
IMPORTANT IMPORTANT IMPORTANT IMPORTANT M T MR RMe

Fre an Emergency Services 1007 99%
Waste Collection Services, including garbage and recycling collection ||| [ [ GGG A A 99% 98%
Roacs and famsporiation sevices |G A W V] 57, 997
Land Use and Community Farring Foicy. | 77 W AT, i 927

Public Engagement on Community Planning Services ||| | GGG ZANGA 95 B}

Providing King Township Services online | R U/ R LY 77N VAl 1% :
Recreation and Fitness Programs - |GG [ 7Nl 912 8%
By-law and Regulatory Enforcement | EEEEEEEGEGT A /AN Al 857 8%

Water Services (Water Appointments, Water Meters etc.) 82% )
King Township Public Library 81%  86%
jettoge, Cultre and At programs oo

Base: All respondents (n=533) Note: Values less than 3% not labelled.
Q6. How important are each of the following programs and services offered by King Township to you?
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Programs & Services Accessed by Citizens

» Citizens are using waste collection services most frequently (94%), followed at a great distance by online services (67%) and roads and fransportation
services (64%). Fire and emergency services, public engagement activities, and heritage, culture and arts programs are being used less frequently.

+ The 18-44 cohort is statistically most likely to report having used recreation and fithess programs within the past 12 months (56% vs. 35% of all others).
Citizens of Wards 1 (55%) and 2 (48%) are among the most likely to claim to have used water services, at some point during the past 12 months (vs.
24% of all other Wards). Citizens of Wards 1 (62%) and 4 (60%) are among the most likely to claim to have used the library, in the past 12 months (vs.
42% across all other wards). Women are more likely to say they've used recreation and fithess programs (49% vs. 38% of men), heritage, culture, and
arts programs (30% vs. 16%), and the public library (56% vs. 45%).

M YES Bl NO l DON'T KNOW

Waste collection services, including garbage and recycling

recycing
King Township online services |G Y, A - 5 T
Roads and transportation services
King Township Public Library
Recreation and fitness programs 56%
Water services (water appointments, water meter servgg%),
By-law and regulatory enforcement 70% i
Land use and community planning services 73%
Heritage, culture and arts programs 75% 3%
Public engagement on community planning services 74% Yz
Fire and emergency services 80% |

Note: Values less than 3% not labelled.

Base: All respondents (n=533)
Q7. Have you used any of the following King Township programs and services in the past 12 months?

XING B



Satisfaction with Programs & Services

+ Those that report using Township services were asked to rate their overall satisfaction with the services they used. Across the board, majorities express
satisfaction with each service. Satisfaction is highest for library (97%) and emergency services (96%) and lowest for by-law and regulatory enforcement
(52%). Relative to Ipsos municipal norms, however, considerably fewer citizens indicate satisfaction with by-law & regulatory enforcement. Conversely,
more report satisfaction with the public library, and heritage, culture and arts programs.

M VERY M SOMEWHAT [ NOT VERY I NOT AT ALL

SATISFIED SATISFIED SATISFIED SATISFIED
SATISFIED ~ municipal
(12B) norm$S

King Township Public Library (n=243) - | 77 A Y Al 97%  90%
Fire and emergency services (n=8¢) |G . A O VAN 96% 94%
Heritage. culture and arts progroms (n=122) | Ty M A 937 80%
Waste collection services, including garbage and recyclin
on services, MEbEng 89 iection (mes10,  NGNNNGNGGYTT A NNl 1% 88%
King Township online services (n=34¢) YN O /A 7 0% -
Wat i f int fs, t 1} ices,
ater services water appoiniments. water M tor Y 75% -
Recreation and fitness programs (n=214) 72%  82%
Roads and fransportation services (n=343) 69%  72%
Public engagement on community planning services 64% -
Land use and community planning services (n=122) 61%  68%
By-law and regulatory enforcement (n=149) 52%  75%

Note: Values less than 3% not labelled.

Base: Used programs and services (n=base varies)
Q8. How satfisfied would you say that you are with [insert service from Q7] provided by King Township?
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Satisfaction with King Infrastructure

* When it comes to infrastructure in King Township, citizens are most satisfied with the quality of park amenities (82%), streetlighting (76%). and sidewalk
maintenance and infrastructure (78%). Citizens are least satisfied with traffic management (58%) and senior snow removal services (50%). Citizens of
Wards 1 (49%) and 5 (53%) are generally less satisfied with the quality of recreation and fitness buildings and facilities (vs. 83% across all other wards).
Women are more likely (at 72%) than men (61%) to indicate satisfaction with the quality of winter maintenance, including snow removal. The 45+
cohort is more likely to report satisfaction with the quality of winter maintenance (77% vs. 50% aged 18-44) and the quality of snow removal from
streets (79% vs. 54%).

M VERY M SOMEWHAT [ NOTVERY HE NOTATALL [ DON'T SATISFIED
SATISFIED SATISFIED SATISFIED SATISFIED KNOW (T2B)

Quality of Park amenities, including playgrounds, shelters,
y irails, challenge caurses ete. (h=449] 82%
Qualty of sidewalk maintenance and nfrastructure (n=424) 785
Quality of streetlighting (n=492) 76%

Quality and maintenance of active fransportation
infrastructure (cycling, sreefscaped areas efc ] (n=419) 1%
Quality of ro0d mainfenance and infrastructure (n=51) 7%

lity of R fi d Fit Buildi d Facilifi

Quality of Recreation and Finess Bulldings and Fciies 70%
Quality of snow removal from sireets (n=523) 69%

lity of wint int ,includi |
Quality of winfer mainfenance. including snow remoyel 66%
Road safefy, including for pedestians and cyclits (n=474 66%

Quality of water/wastewater maintfenance and
y infrastructure (n=339) 66%
Management of raffic and congesion n=493) 587
Senior snow removal services (n=144) 50%

Note: Values less than 3% not labelled.

Base: Total answering excluding DK (n=varies)
Q11. Thinking more about infrastructure in King, how satisfied or dissatisfied are you with each of the following? If you do not know please say so.
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Usage of Other Township Services

* More than one in four (27%) indicate using these other King Township services at some point in the past 12 months, of which the highest proportion
(14%) say they needed building permits and inspections followed by land use and community planning applications (11%).

« Ward 4 (1%) and é (0%) citizens are least likely to report using land use and community planning application services in the past 12 months (vs. 13%
across all other wards).

Building Permits and Inspections _ 14%

Land Use and Community Planning Applications (Plan of
Subdivision, Site Plan Approvo% Minor Variance etc.) - 1%

Township Facility Rentals and Booking - 8%

Public Works Permitting (Site Alteration, Entrance/Curb Cut,
Road Occupancy etc.) - 6%

Clerks Permitting & Licensing (Noise Exemption, Special
Occasion, Film, Marriage etc.) - 5%

Business Support Services I 1%

None of the cbove. | 737

Base: All respondents (n=533)
Q9. Which, if any of the following King Township services have you used in the past 12 months?

KING B



Satisfaction with Other Township Services

* Among those who have used Township services, safisfaction is highest for clerks permitting & licensing (93%) and lowest for business support services
(55%). Overall, majorities report satisfaction with each of the King Township services.

» Caution should be used when interpreting results due to low base sizes and few responses.

M VERY M SOMEWHAT [ NOT VERY Il NOT AT ALL

SATISFIED SATISFIED SATISFIED SATISFIED SATISFIED

(T2B)

oo i e o
Public Works Permitting (Site %g%rg’%)gcgg’gﬂggee/%tjrﬁ]CéJ]’r) 78%
Building Permits and Inspections (n=65) 76%

Township Facility Rentals and Booking (n=32) 75%

SR S S e o S ke [erag) 7%

Base: Used King Township service (n=base varies)

Q10. How satisfied or dissatisfied were you with [insert service]?2

*Small base size, results should be interpreted with caution.

**Very small base size, results should be interpreted with extreme caution.
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Value for Tax Dollars

« Overall, a majority (56%) of King Township citizens feel as though they get good value for their tax dollars, though the proportion who feel this way

tracks below what is observed in the Ipsos municipal norms database (78%).
» Seniors (65+) are among the most likely to feel as though they are getting good value for their tax dollars (68% vs. 52% aged 18-64).

B VERY GOOD M FAIRLY GOOD M FAIRLY POOR B VERY POOR M DON'T
VALUE VALUE VALUE VALUE KNOW

municipal norms

Very good value 18%

56% GOOd Fairly good value 60%

- Value Fairly poor value 14%
Very poor value 5%

Don't know 3%

Note: Values less than 3% not labelled.

Base: All respondents (n=533)
Q12. Thinking about all the programs and services you receive from King Township, would you say that overall you get good value or poor value for your tax dollarse
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Taxation and Service Levels

* When asked how they want to see the Township address the increased costs of maintaining service levels and infrastructure, King Township citizens are
somewhat split with equally as many wanting to see current tax levels maintained and thus cutting or reducing services (37%) or increasing taxes in-
line with inflation to maintain services at current levels (37%). Few (6%) want to see taxes increased beyond inflation to pay for expanded services and
as many as one in five (20%) want to see services cut and the tax level reduced.

* Around half of citizens of Wards 3 (49%) and 4 (53%) say they would like to see taxes increased in line with inflation. By comparison, only about three in
ten (31%) across all other wards indicate that they would like to see this. Citizens of Wards 1 (24%), 2 (30%), and 5 (20%) are among the most likely to
say they'd like to see reduced tax levels. By comparison, fewer than one in ten in Wards 3 (6%) and 4 (8%) support this. Those aged 65+ are statistically
most likely to prefer increasing taxes in line with inflation (57% vs. 33% aged 18-64).

Increase taxes beyond inflation — to enhance or expand . 6% municipal norms
(]

services
Increase taxes to enhance or 19%
expand services °

- o . N . Increase taxes to maintain services 31%

Increase taxes in line with inflation — to maintain services at at current levels °
current levels 37% . e

Cut services to maintain current 24%

tax level °

L . . . Cut services to reduce taxes 14%

Maintain current tax level — by cutting/reducing services 37%
None 9%
Don't know 3%

Reduce tax level - further cutting/reducing services

20%

Base: All respondents (n=533)
Q13. Municipal property taxes are the primary way to pay for services provided King Township. Due to the increased cost of maintaining current service levels and infrastructure, King Township must balance taxation and service
levels. To deal with this situation, which one of the following options would you most like King Township to pursue?2
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Reduced Services Suggestions

+ Those that prefer maintaining or reducing current tax levels were asked to describe, in an open-ended format, the specific programs and services
they want to see cut or reduced. Nearly half (44%) admit they think heritage, culture, and arts programs should be cut or reduced, followed at a
distance by Township facility rentals and booking (25%), clerks permitting & licensing (18%), the public library (16%), and public engagement on

community planning services (16%).

Heritage, Culture and Arts programs

Township Facility Rentals and Booking

Clerks Permitting & Licensing (Noise Exemption, Animal Licensing, Special Occasion
Permit, Film Permits, Marriage etc.)

King Township Public Library

Public Engagement on Community Planning Services

Quality and maintenance of active fransportation infrastructure (cycling, streetscaped
areas efc.)

Recreation and Fitness Programs

Senior snow removal services

Quality of Recreation and Fitness Buildings and Facilities
Management of traffic and congestion

Other

Not sure

Base: Prefer maintain current tax level or reduce tax level (n=297)
Q15. Select up to two programs and services that you want to see cut or reduced by King Township.

25 - ©lpsos

I 447
I 257,
I 187,
I 167
I 167
N 97
77
7%
6%
57

1%
N 15%

Note: Data less than 5% not reported
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Infrastructure Investments

There is strong support (76%) for funding infrastructure investments through new or increased user fees. There is considerably less support for funding

infrastructure investments through property tax increases, as just three in ten (29%) agree with this ideaq, including only three percent (3%) who strongly
agree with the idea.

Citizens living in Wards 3 (45%), 4 (36%), and 6 (56%) are generally more inclined to cite a preference for funding infrastructure investments through
property tax increases.

l STRONGLY B SOMEWHAT B SOMEWHAT l STRONGLY

AGREE AGREE DISAGREE DISAGREE
AGREE
(T2B)
Funding infrastructure investment through new or increased
user fees 76%
Funding infrastructure investment through property tax
increase 29%

Base: All respondents (n=533)

Q16. Investment in Township infrastructure maintenance and renewal is required in order fo maintain this infrastructure, facilities and amenities. To what extent would you agree or disagree with the following?
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Contact with King Township Among Citizens

« Two-thirds (63%) of King Township citizens say they've contacted King Township at some point within the past 12 months, a figure which tracks well

above the municipal norms average (46%). Most (68%) of those who contacted King Township claim to have done so by telephone. Very few (4%)
used social media, and those that did most commonly used Instagram (65%).

+ Among those who contacted King Township, citizens of Ward 5 are generally more likely to have done so in-person (48% vs. 24% across all other
wards).

CONTACTED KING TOWNSHIP CONTACT METHOD SOCIAL MEDIA PLATFORM

Direct phone call || 68% Instagram _ 65%
in-person | 44%

acebook 39%
] il [ 29%
website [} 13% Twitter I 5%
EEEEEEEEEN
Social media || 4%
PERSONALLY CONTACTED OR DEALT Linkedin 0%
WITH KING TOWNSHIP P12M Councillor | 1%
e . . : Other

municipal norm: 46% Other (specify) 0% 0%
Base: Total sample (n=533) Base: Personally contacted or dealt with King Township in the past 12
Q20. In the last 12 months, have you personally contacted or dealt with months (n=337) Base: Contacted King Township via social media (n=7%)
King Township or one of its employees? Q21. How did you contact King Township?2 Q22. What type of social media did you use to contact King Township?2

KING B



Awareness, Usage, and Satisfaction with ServiceKING

« Fourin five (79%) King Township citizens report at least some awareness of ServiceKING, though only about two in five (41%) within this group say they
have used ServiceKING in the past 12 months. The vast majority (85%) of those that used ServiceKING indicate satisfaction with the experience.

+ The 35-54 demographic tends to be most likely to indicate awareness of ServiceKING (57% vs. 43% of all others).

AWARENESS USAGE SATISFACTION

Ml VERY [ SOMEWHAT NOT VERY M NEVER HEARD M YES Bl NO l DON'T KNOW M VERY B SOMEWHAT I NOT VERY Il NOT AT ALL Il DON'T
AWARE AWARE AWARE ABOUT IT SATISFIED  SATISFIED SATISFIED SATISFIED KNOW
®
SATISFIED
26% 85%

USED THE ServiceKING

AWARE ABOUT
SERVICE P12M

ServiceKING

50% 41%

Base: Used the ServiceKING service in the past 12 months (n=158)

Base: All respondents (n=533)
Q17. How aware are you about ServiceKING, which is a cenfralized customer service Base: Aware about ServiceKING (n=410) (excludes DK)
Q18. Have you used the ServiceKING service in the past 12 Q19. Thinking about your experience with ServiceKING, how satisfied or

providing front line service requests, payment processing and application submissions,
dissatisfied were you with the service?2

while friaging incoming inquiries for customers, residents and the general public. months?e



Reasons for Contacting King Township

* When asked why, in an open-ended format, they contacted King Township those that did so most commonly cite an information request (32%),
followed by by-law enforcement (24%), making a payment (21%), and submitting a complaint (20%) or service request (20%).

Information Request G 327
By-law Enforcement Matter | 247,
Make a Payment | 21%

Submit a Complaint
Service Request

Building Permit Application

Land Use and Community Planning Applications (Plan of Subdivision, Site Plan
Approval, Minor Variance etc.)

Recreational Program Registration

Project Engagement or information about a project

Public Works Permitting (Site Alteration, Entrance/Curb Cut, Road Occupor;cy)/
etc.

Clerks Permitting & Licensing (Noise Exemption, Special Occasion, Film, Morriqrge)
etc.

Book an Appointment

Water-related enquiries/ concerns

I 207
I 207
I 14%
N 11%
N 107
77

6%

M 4%

M 3%

W 3%

Other |} 2%

Base: Personally contacted or dealt with the King Township in the past 12 months (n=337)
Q23. Why did you contact King Township in the past 12 months?
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Satisfaction with King Township Interactions

+ The vast majority (82%) of those who have personally contacted or dealt with King Township in the past 12 month express satisfaction with the level
services received and this is on par with the [psos municipal norms. Satisfaction is also high for responsiveness (80%), professionalism (87%), and to a
lesser extent problem resolution (71%).

« Women are statistically more likely to say they feel satisfied with how their issue was addressed or resolved, following their interaction with the Township
(77% vs. 65% of men).

B VERY B SOMEWHAT [ NOTVERY HE NOTATALL M NOT
SATISFIED SATISFIED SATISFIED SATISFIED APPLICABLE SATISFIED municipal
(T2B) norms

Note: Values less than 3% not labelled.

Base: Personally contacted or dealt with the King Township in the past 12 months (n=337)
Q24. And thinking about your most recent interaction with King Township, how satisfied or dissatisfied were you with the following?
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Preferred Modes of Communication

+ Telephone (64%) is the most preferred mode of communication, among King Township citizens, followed by email (65%). Considerably fewer would
prefer connecting with the Township in-person (23%) or through its website (29%).

retephone | -7
sy emeil. | ;-7
Through king.ca website _ 29%
In-person (Counter Services) _ 23%
Live chat _ 13%

Mail/Dropbox . 3%

Other (specify) | 0%

Base: All respondents (n=533)
Q25. There are many ways that you can contact King Township. Which two of the following methods would you prefer most?2 Select up to two responses.
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Online Services

* Most (69%) citizens think King Township needs to offer more services online and around three-fifths (61%) are of the view that King Township ought to
adopt a cashless service model. There is inferest in replacing paper mail with paperless billing with slightly more than half (57%) of citizens.

 Interest in paperless billing is highest among the 25-34 cohort (73% vs. 51% of all others). Those aged 18-54 tend to be more supportive of the idea that
King Township should be offering more services online (77% vs. 57% aged 55+).

H STRONGLY B SOMEWHAT B SOMEWHAT l STRONGLY M DON'T

AGREE AGREE DISAGREE DISAGREE KNOW
AGREE

(T2B)

| am interested in receiving paperless bills or receipts from
the Township rafher than paper sent in the mail I 57%

Note: Values less than 3% not labelled.

King Township should offer more services online

King Township adopt a cashless service model, meaning
at poCYmenTs are made by debit or credit card as a
efault, and use of cash only where necessary

Base: All respondents (n=533)
Q26. To what extent do you agree or disagree with the following?
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Quality of Information & Communications

+ At fourin five (80%), the vast majority of King Township citizens indicate satisfaction with the overall quality of general information and communications
received from King Township. Satisfaction with the quality of general information and communications outpaces what is observed in the Ipsos

municipal norms database (73%).

M VERY B SOMEWHAT B NOT VERY l NOT AT ALL l DON'T
KNOW

SATISFIED SATISFIED SATISFIED SATISFIED

municipal norms

Very satisfied 19%

80% Somewhat satisfied 54%

B Satisfied Not very satisfied 17%
Not at all safisfied 5%

Don't know 5%

Base: All respondents (n=533)
Q29. How satisfied or dissatisfied are you with the overall quality of general information and communication from King Township?
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Preferred Communications Channels & Social Media Preferences

« Email fops the list as the preferred communications channel (at 76%), followed by post mail (51%), and the Township website (42%). Those that indicate
a preference for receiving Township communications via social media were asked to specify their preferred social media channel for receiving
Township communications. Three-quarters (75%) within this group indicate a preference for Instagram, followed at a distance by three-fifths (59%) who
prefer Facebook, and slightly less than two in five (37%) who favour Twitter.

» Preferences for fraditional forms of engagement — newspapers, township meetings, telephone, public consultations, newsletters, and mail tends to

increase with age. Conversely, preferences for less traditional forms of engagement — social media, mobile apps, and instant messaging — tends to
decrease with age. Instagram is generally preferred by younger social media users (18-54), whereas Facebook tends to be more commonly cited by

the older social media users (55+).

Emoil I 7 ;7
. EEEE—— I 757,
Mai 51% Instagram 75%
Township Website | 427, Facebook GGG 597

Twitter | 377
YouTube |l 15%

Newsletter I 267,
Social media (including Facebook,
YouTube, Twitter, Instagram, etc.| | ENG_Gl 237,
Signage I 207%

Prefer Social Media

Mobile Apps I 19% 23% Linkedin |l 11%
Newspaper I 18% Mail | 1%
Township meetings/hearings I 14% Signage in pOUrke)I(i]c; 1 1%
Public Consultations I 10% emal | 1%
Telephorne 1 10%
WeChat | 1%

Instant Messaging Il 7%

Base: All respondents (n=533)

Q27. Through which communication channels would you prefer to receive information from the King Township?2 Please select all that apply.
Base: Prefered to receive information from King Township via social media (n=109)

Q28. What type of social media would you prefer to receive information from King Township?2 Please select all that apply
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Interest in Engagement with King Township

« Similar to what is observed in the Ipsos municipal norms database, citizens are most interest in engaging with King Township through their website (83%)
or surveys like this (78%). In fact, scores on both counts frack well above the municipal norms. Around half express interest in public open houses (54%)
or social media (49%) engagement, with the latter exceeding and the former falling short of the municipal norms benchmark. More than two in five
indicate that they would be interested in engagement through focus groups, a figure which fracks below the municipal norms benchmark.

« The 25-54 demographic is among the most likely to express interest in engaging with the Township via social media (61% vs. 32% across all other age
groups). The 25-74 cohort is more likely to say they are interested in engaging through online engagement forums such as SpeaKING (43% vs. 16% of all
others). Women are more likely to be interested in interacting with the Township through online engagement forums (46% vs. 36% of men) or social
media (55% vs. 42%).

B VERY B SOMEWHAT B NOT VERY l NOT AT ALL B DON'T INTERESTED mggﬂgcl
INTERESTED INTERESTED INTERESTED INTERESTED KNOW (T28) (T28)

el 3% L 0% 12% 0 RS
suveysike i | R A T ANEE e 7%
T O e bou Doords pored Gndlor Draseniad 54%  62%
Social media (Township Facebook or Twitter) a 49% MN%
Community focus groups and workshops 45%, 51%
Online engagement forums such as SpeaKING 1% -
Virtual engagement and PowerPoint presentations 40% -

Note: Values less than 3% not labelled.

Base: All respondents (n=533)
Q30. How inferested are you in interacting with King Township through each of the following forms of public consultation?
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Demographics
@ GENDER 355 AGE LIVING IN KING

agl? 18-24 | 2% <lyear | 2%
: : 50% 25-34 M 8% 1-2years |} 8%
35-44
e Foe;ole I 297 3-5vears | 13%
45-54 A 20%
(<]
Another gender ¢-10years I 26%
55-64 I 20%
0% 6574 I 16% 11-20 years | 19%
Prefer not fo answer
75+ B 5% >20 years || 33%
IEHEJ EDUCATION % INCOME &3 BORN IN/ COME TO CANADA
Some high school 0%, <$20K 0% Yes NO
High school diploma Il 6% $20K fo <$40K | 3% 84% *7’
Trade or vocoﬁogglﬁ?fci:g\g% 1 3% $40K to <$80K | 5% <5 years ago
Some college | 3% $80K to <$120K Il 12% " 5-10 years ago
= >10 years ago
College diplomc Il 16% $120Kto <$160K W 7%
Some university | 4% $160K to <$200K 1l 11%
University Bachelor's degree | 33% $200K to <$240K Il 10%
University Master’s degree I 16% $240K to <$280K | 3%
Professionall ordog’reogggefg B 14% $280K fo <$320K | 4%

Prefer not to answer Bl 7% $320k+ I 10%
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Demographics (Cont’'d)

% PEOPLE IN HOUSHOLD

1l 6%

2 I 27%
3 19%
4 I 327
5 Il 13%
¢+ 1 4%

/000\
orj0] RENT OR OWN
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g@ CHILDREN IN HOUSEHOLD

Yes

48%

No
52%

% INDIGINOUS PEOPLE

No, noft First Nations, Inuit or
Métis
93%

Yes, First Nations
Yes, Inuit
Yes, Métis 1%,

Prefer not to answer I 6%

X
[:&J LANGUAGE

ltalian | 2%

Chinese/Mandarin/Canton
ese/other Chinese dialect 2%

Udu 1%

Portuguese | 1%

Or another language | 3%

Prefer not to answer 0%,

KING E=



About Ipsos Game Changers

lpsos is the third largest market research company in the In our world of rapid change, the need for reliable

world, present in 90 markets and employing more than information

18,000 people. to make confident decisions has never been greater.

Our research professionals, analysts and scientists have built At Ipsos we believe our clients need more than a data

unique multi-specialist capabilities that provide powerful supplier, they need a partner who can produce accurate

insights intfo the actions, opinions and motivations of and relevant information and turn it intfo actionable truth.

residents, consumers, patients, customers or employees.

Our 75 business solutions are based on primary data This is why our passionately curious experts not only

coming from our surveys, social media monitoring, and provide the most precise measurement, but shape it to

qualitative or observational techniques. provide True Understanding of Society, Markets and
People.

“Game Changers” — our tagline — summarises our ambition

to help our 5,000 clients to navigate more easily our deeply To do this we use the best of science, technology

changing world. and know-how and apply the principles of security,

simplicity, speed and substance to everything we do.

Founded in France in 1975, lpsos is listed on the Euronext

Paris since July 1st, 1999. The company is part of the SBF 120 So that our clients can act faster, smarter and bolder.
and the Mid-60 index and is eligible for the Deferred Ultimately, success comes down to a simple fruth:
Settlement Service (SRD). You act better when you are sure.

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