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BACKGROUND 
 
As part of the commitment to citizen-centred service delivery, the 2014 Citizen Survey was conducted in 
November and December 2014. The Citizen Survey was an attempt to determine the satisfaction of 
Halifax residents and taxpayers with the services provided by their municipal government, and to help 
identify the mix of programs and services to best meet those expectations. The results of the survey will 
guide strategic and business planning and budgeting decisions, and provide Council and staff with 
knowledge of the priorities that are pertinent to the residents of Halifax. 
 
The Citizen Survey is an important component of the municipal Planning and Accountability Framework, 
as it establishes resident priorities, and solicits feedback on Municipal performance. As an engagement 
tool it is an invaluable means of gathering information to inform policy and decision-making and 
investments in the community. 
 
On June 27, 2011 the Executive Standing Committee endorsed a long term survey cycle, as per the 
following table. Due to concerns about survey burnout and costs, the 2013 and 2015 Service Satisfaction 
surveys were combined into one survey in 2014, and the 2017/2019 service satisfaction surveys were 
also consolidated into one survey for 2018.  
 
Long Term Survey Cycle 
 

Year Survey Type Reporting Time Frame 
2010 Full Priority and Satisfaction April 2011 
2012 Community Priority/Expectations April 2013 
2014 Service Satisfaction April 2015 
2016 Community Priority/Expectations April 2017 
2018 Service Satisfaction April 2019 
2020 Community Priority/Expectations April 2021 

 
 
 
DISCUSSION 
 
The 2014 Citizen Survey was developed in collaboration with municipal business units, and input from the 
Halifax Partnership.  
 
MQO Research, a market research firm, was contracted via standard procurement process to conduct the 
invitation-based Official survey on behalf of the municipality.  
 
The MQO Research report and data from the survey will be made available to the public following the 
May 25th Executive Standing Committee meeting at www.halifax.ca/citizensurvey/. 
 
Methodology: 
 
For the 2014 survey, the Municipality used two concurrent surveys to gather information – an invitation-
based survey (Official version), and an online version hosted via Halifax.ca that was open to all residents 
(Open version). Both surveys were conducted over a five-week period in November and December 2014. 
 
The Official survey was a formal, invitation-based scientifically-valid survey giving residents the 
opportunity to respond online, by paper copy, or by telephone. For the invitation-based survey a request 
to participate was mailed to 11,971 randomly selected households across the municipality, of which 592 
completed the Official survey. 
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For the Open survey, the Municipality hosted an identical copy of the survey (without the demographic 
questions) on its website, and invited residents via media announcements and a link on the Halifax.ca 
website to complete the survey.  In total, 1086 respondents completed the survey in whole or in part. The 
results of the Open survey cannot be considered as scientifically valid due to a lack of control over the 
sample and the possibility of residents completing multiple copies of the survey and impacting results, 
however results were comparable to the Official responses, and add value in understanding residents’ 
perception of municipal service delivery. Results from both surveys will be made available on the 
municipal website at www.halifax.ca/citizensurvey. 
 
The survey contained approximately 140 unique components across 67 questions, ranging in topics from 
customer service satisfaction, municipal leadership, taxation, city maintenance, Halifax Transit, pedestrian 
safety, public safety, recreation and leisure, public libraries, the environment, downtown accessibility 
(parking), and key issues of focus for municipal leaders.  
 
The Official survey also captured a broad range of demographic information that allows the analysis of 
results by demographic markers.  
 
Future surveys will follow this methodology to ensure scientifically-valid results are available, and will 
include an open version to allow all residents to voice their opinions. 
 
Interpreting the Results: 
 
This is the 8th survey HRM has conducted since amalgamation in 1996. This survey’s focus was to 
determine the satisfaction of Halifax residents and taxpayers with the services provided by their municipal 
government, and to help identify the mix of programs and services to best meet those expectations. 
 
Typical municipal or city surveys range from 400 to 1500 respondents. 592 HRM residents completed the 
invitation-based region-wide 2014 survey, representing a completion rate of 4.9%, which was below the 
expected completion rate of 10%. However, concurrent to the invitation-based survey was an Open 
survey available to all residents of the municipality to complete. It is expected that some respondents that 
received an invitation chose to complete the Open survey instead, likely cannibalizing the completion 
rate. 
 
HRM’s Citizen Survey provides the Municipality with feedback and priorities of citizens that is 
representative of the general population of HRM, and is accurate to within ±4.02%, 19 times out of 20.  
 
The margin of error reported for the results is ±4.02% This means that, for example, if a result shows that 
80% of residents say they receive good value for the property taxes they currently pay, the real result lies 
between 76% and 84% (80% + 4% = 84%, or 80% - 4% = 76%). This is called the confidence interval, 
and represents the range within which true sentiment toward value for taxes can be expected to fall, 95% 
of the time. 
 
Results Analysis: 
 
NOTE: For comparison purposes, the results of the Open survey are shown in parentheses 
beside the Official 2014 results, or in a separate column labelled “2014 Open.” If only one version 
of 2014 results is shown, these will be the Official results. 
 
Results are grouped under the following topics: 
 
• Value for Taxes, Leadership and Governance 
• Top of Mind Issues 
• Service Satisfaction  
• City Maintenance 
• Halifax Transit 
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(32%). Visibility in the community (16%), responsiveness (13%), and a positive interaction with 
the public (10%) were also cited as reasons for satisfaction.  

• Of those respondents that were dissatisfied with policing, due to attitude (15%), lack of presence 
(15%), resourcing (10%), responsiveness (7%), and crime prevention efforts (7%).   

 
• Of the 16% (20%) of respondents who said that they had some interaction with Halifax Regional Fire 

& Emergency over the past year, 91% (83%) were very satisfied (76%) or somewhat satisfied 
(15%) with their interaction. 
 

• 93% (90%) of respondents said that they were very confident (56%) or somewhat confident (37%) 
that Halifax Regional Fire & Emergency would respond in a timely and efficient manner. 
 

• At the time of the survey, a vast majority of respondents (87%) have no concerns with the level of 
Fire service being provided, while just 13% said yes. Recruitment/retention of volunteers/staffing of 
career firefighters (50%) is the most common concern voiced by these respondents. Other common 
concerns are: rural response time/lack of firefighters or coverage in rural areas (31%) and 
closure of rural fire stations (31%). 

 
 
 
Recreation and Leisure 
 
• Just two in 10 respondents have registered for or participated in a municipally-run recreation program 

over the past 12 months.  40% (48%) of surveyed respondents have used a municipally-run 
recreation facility over the past year. Of those respondents, 88% (82%) of them were satisfied (60%) 
or very satisfied (28%) with the quality of the facilities.  
 

• The following chart outlines the percentage of respondents responding ‘satisfied’ or ‘very satisfied 
with municipal recreation facilities, programs, or activities. 
 

 
 
 

• The municipality offers free swimming lessons at beaches and free skating in both the summer and 
winter at the Emera Oval; however 63% (71%) of respondents have not taken advantage of these 
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opportunities. 35% (27%) of respondents have used the Oval in the winter, but few (4% / 2%) have 
taken advantage of free swimming lessons or summer skating on the Oval, respectively. 
 

• The top three unscheduled / free recreation activities that most respondents have participated in are: 
using one of Halifax’s trails, walkways or pathways (62%), walking / running in a major park (53%) 
and swimming at a local beach / lake (37%). 

 
 

 
 
• The most common sources used by respondents to hear about the Municipality’s recreation program 

and services are: word of mouth (38%) and catalogue (25%). The Halifax.ca website is also a 
common source used by respondents (17%). Responses in the other category included: newspapers 
and radio.  A substantial number of respondents noted that they did not hear about the programs / 
services at all, and that the municipality could do a better job of communicating about them. 
 

• The majority of respondents (87%) rated the affordability of programs and activities offered by the 
municipality as acceptable.  Of those who found it difficult to access municipal facilities or recreation 
and leisure programs, the most common reasons are shown in the chart below. 
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• More convenient hours were the number one preference for increasing library use amongst 

responders. The new Central library was also a substantial draw. Many respondents are pleased with 
the Library as is, but many opportunities across the board would seemingly increase use. 

 
 
 

 
 
 
Environment  
 
• A majority (59% / 54%) of people currently have household special waste such as paint, gasoline, 

batteries, and propane cylinders stored at their house awaiting disposal. Those who do have HSW 
stored in their house, garage, or shed were then asked to identify any barriers that are preventing or 
delaying the disposal. The top barriers include: just haven’t gotten around to it (51%) and the 
location of the depot is inconvenient (41%). 
 

• When disposing of this waste, respondents use the drop off depot in Bayer’s Lake (40% / 31%) or 
Enviro-Depot (35% / 31% - paint only). Return to retail (26% / 20%) and a mobile household special 
waste event (8%) are other options used.  
 

• 35% of respondents mentioned that they dispose of home renovation materials at the curbside 
several times a year, and 32% (24%) responded that they did it once per year. 70% of respondents 
place three or fewer bundles at the curb each time. 
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