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Objectives
• The following report presents the findings from the 2009 Citizen Satisfaction Survey

conducted by Ipsos Reid on behalf of the City of Thunder Bay.

• Key objectives for this study were to discover citizens’:

– Top-of-mind issues in need of attention from local leaders;

– Overall impressions of quality of life in the City of Thunder Bay;

– Attitudes towards life in Thunder Bay;

– Awareness of City services and compliance efforts;

– Perceptions of City services, including perceived importance and satisfaction;

– Perceptions of and satisfaction with the City’s customer service; 

– Communication and information needs; and,

– Awareness of and priorities for Capital Projects.

• Tracking data from the 2005 and 2007 Citizen Satisfaction studies has been provided 
where possible.
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Methodology
• The survey involved a total of 400 interviews among a randomly selected, 

representative sample of Thunder Bay residents aged 18 years and older. 

• The overall survey results have been weighted by age and gender to be 
representative of the population of Thunder Bay and are considered to be accurate to 
within +/- 4.9%, nineteen times out of twenty.

• The margin of error will be larger for subgroups of the data. 

• The survey was conducted by telephone between June 25 and 30, 2009.
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Executive Summary
Top of Mind Issues
• The top of mind issue for Thunder Bay residents, by a wide margin, continues to be the economy, 

specifically jobs. Taxation/Municipal government spending, revitalization (including waterfront 
development and city beautification) and transportation (roads, trails and transit) also receive 
mentions.

Quality of Life
• A large majority (85%) of residents rate the quality of life in Thunder Bay positively. Approximately 

7% of residents point to unemployment and declining industry/ economic growth as reasons for 
poor quality of life.

Capital Projects
• Roads clearly tops the list of capital projects residents agree with; however, sustainable energy 

projects also stands out near the top. Recreational trails, library facility and recreational facility 
renewal also receive a wide level of support. While there is majority support (51%) for the 52 km 
waterfront development, there are as many strong opponents (23%) as strong supporters (24%). 

Value for tax dollars
• 71% of residents feel they get good value for their tax dollars (78% for residents who have read, 

seen/heard “Your City”). Residents are divided on whether they would like to see taxes increased 
or services cut.

Importance of Services
• Residents place top importance on drinking water quality and emergency services (EMS, police 

and fire), snow removal and garbage collection. Outdoor swimming pools, Fort William Gardens, 
Canada Games Complex and golf courses are considered less important in relation to the 
previously mentioned services.
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Executive Summary
Satisfaction with Services
• In terms of satisfaction with services, residents give top marks to fire services, the library, garbage 

collection, water quality, community auditorium and recreation facilities. 
• A large majority of residents (86%) are satisfied with the overall level and quality of services 

provided by the City.
Gap Analysis
• A gap analysis designed to assist the City in prioritizing resources for city services based on 

resident input reveals road and roadside maintenance, recycling and snow removal as key priority 
areas for improvement. Each are cited by residents as being very important, yet receive relatively 
lower satisfaction ratings.  

• Satisfaction with parks and green space, police services, neighbourhood parks, recreation 
programs for youth and storm water drainage is moderate.  Therefore, these would be secondary 
areas of improvement.  At a minimum the City should maintain current levels of service, and if 
resources allow, increase funding.

• Since residents are much more satisfied with fire services, garbage collection, drinking water, EMS 
and the library satisfaction maintaining the current level of funding for these services should be 
sufficient.  

• Residents as a whole place less importance on the remaining services and therefore, any additional 
resourcing in these areas should be viewed carefully and with an eye toward small enhancements 
to existing service rather than a substantial investment.

• In future years the 2009 gap analysis will be used as a benchmark to track priority areas, as well as, 
areas to maintain or enhance.  
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Executive Summary
• The following chart details services that were identified in the gap analysis to help assist the City in 

prioritizing resources for city services: Service Priorities

Emergency medical services
Drinking w ater quality

Garbage collection
Fire services

Thunder Bay Public library
The Community Auditorium

Bylaw  enforcement
Police services

Parks, and other greenspace
Public transit

Storm w ater drainage
Fort William Gardens

Neighbourhood parks
Hiking and w alking trails

Recreation programs for youth 
Outdoor sw imming pools

Recreation programs for seniors
Recreation facilities 

Boarded Outdoor Winter Rinks
Canada Games Complex

Indoor sw imming pools
Special events 

City-ow ned golf courses

Maintenance, cleaning, and upgrading of streets/roads
Roadside maintenance

Snow  removal
Recycling services

Priority Areas for Improvement Areas for Enhancement Areas for Maintenance
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Executive Summary
Communications

• An increasing number of residents say they never watch Council meetings on television. As such, 
a majority say they are unlikely to watch Council meetings online.

• Daily newspapers, newsletters and television top the list of preferred communications methods 
from the City. 

• The percentage of residents who have read, seen or heard of the strategic plan and “Your City” is 
in line with 2005, and above 2007 results.  The results suggest that 42% of residents have been 
exposed to “Your City”, assuming a margin of error +/-5% and the approximate adult population of 
Thunder Bay as 87,031, this equates to roughly 32,201 to 40,905 residents exposed to the 
newsletter (based on the population count for Thunder Bay aged 18+ from the 2006 Census).

• 29% of residents have read “Your City” and have been increasingly satisfied since 2005. Those 
who have seen/heard of “Your City” but have not read it (13%), say they have not because they 
haven’t received it or don’t know where to get it. Among those who have not read, seen or heard of 
it (57%), a solid majority say they are likely to read it after hearing a description. 

• About half of residents have used the City’s website, up significantly over 2007, the clear majority 
of whom found it to be useful.
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Quality of Life in Thunder Bay
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Q1.  To begin, in your view as a citizen of Thunder Bay, what are the most important issues facing the City today? That is, what issues should receive the greatest attention 
from City Council?  Base: All respondents (n=400)

Top-of-Mind Issues for Thunder Bay

56%

19%

17%

16%

7%

7%

5%

4%

4%

3%

3%

2%

2%

2%

2%

6%

3%

72%

6%

18%

17%

11%

5%

4%

4%

3%

2%

1%

19%
9%

Economy and Growth (Net)

Taxation/Municipal Government Spending (Net)

Revitalization and Waterfront Development (Net)

Transportation (Net)

Social (Net)

Forestry

Parks, Recreation, and Cultural Facilities or Programs (Net)

Crime (Net)

Healthcare (Net)

Civic pride (negative community self-image)

Youth retention

Water/ water fluoridation

Energy

Education (Net)

Environment (Net)

Other

Don't know

2009
2007

The economy leads the top of mind issues for residents, most of this being driven by mentions of jobs and economic 
development, both in line with 2007 results. There are few changes in mentions from 2007 with the exception of 
taxes/budget, which garners 19% of mentions in 2009, up from 6% in 2007.

*responses less than 2% are not shown
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21%

64%

12%

3%

Very good Good Poor Very poor

Q2.  How would you rate the overall quality of life in the City of Thunder Bay today? Would you say it is….  Base: All respondents (n=400)

Quality of Life
A clear majority (85%) of Thunder Bay residents say the quality of life is good or very good, with two in ten residents 
saying towards very good. 

31%

55%

10%
3% 2%

Very good Good Neither good nor
poor

Poor Very poor

2007

*Note: Due to changes to the scale in the 2009 report the neutral option was 
not provided to respondents. Respondents had to pick a level of satisfaction 
and therefore we are unable to use the 2007 data to directly track any changes. 



12Q3A.  Why do you think the quality of life is [INSERT RESPONSE FROM Q2]? Base: All respondents (n=400)  Q3B. Why do you think the quality of life is [INSERT 
RESPONSE FROM Q2]?  Base: All respondents (n=400) 

17%
16%

12%
12%

11%
9%

7%

7%
6%

5%
5%
5%

9%

More access to the outdoors/ wildlife

A lot of facilities/ entertainment available

I am doing well/ can't complain/ like it

Just the right size/ not too big

Have a job/ employment rate is doing well here

Great people/ community/ good neighbours

Beautiful/ nice place to live

Good cost of living/ affordable

Variety/ a lot of services

Have everything we want/ need here

Safe/ not much crime/ violence

Peaceful/ quiet/ slow paced

Other

Reasons for the Quality of Life Being Good

Reasons for the Quality of Life Being Poor

Based out of the 400 completes, the top reasons 
given by the 59 respondents who said quality of   

life was poor were:

7% stated jobs/unemployment/economy 

6% said concerns with City leadership –
Administration and Council

*responses less than 5% are not shown

Reasons for Quality of Life Rating
Reasons for providing a positive rating are varied, access to the outdoors, good facilities/amenities and people/ 
community feel all contribute highly.  Only a small proportion of residents rate the quality of life in Thunder Bay as poor 
(n=59).  Most point to unemployment or blame the municipal government for poor decisions.
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Importance and Satisfaction with Services
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20%

66%

12%

2%

Very satisfied Somewhat satisfied Not very satisfied Not at all satisfied

Q4.  Please tell me how satisfied you are with the overall level and quality of services provided by the City of Thunder Bay. Would you say you are…
Base: All respondents (n=400)

Satisfaction with Services
A majority (86%) of residents are satisfied with the overall level and quality of services provided by the City. 

5%

60%

22%
10%

3%
10%

66%

17%
6% 2%

Very Satisfied Somewhat
satisfied

Neither
dissatisfied nor

satisfied

Not very
satisfied

Not at all
satisfied

2005 2007

*Note: Due to changes to the scale in the 2009 report the neutral option was 
not provided to respondents. Respondents had to pick a level of satisfaction 
and therefore we are unable to use the 2007 and 2005 data to directly track any 
changes. 
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97%

96%

94%

94%

92%

92%

82%

80%

79%

72%

71%

71%

70%

4%

4%

5%

6%

8%

17%

16%

16%

21%

18%

19%

25%

4%

4%

6%

5%

4%

5%

4%

Drinking water quality

Emergency medical services

Police services

Fire services

Garbage collection

Snow removal on roads and sidewalks

Maintenance, cleaning, and upgrading of streets/roads

Parks, and other greenspace. This includes Boulevard Lake Park and
Beach, Centennial Park, Trowbridge Falls Campground...

Recycling services

Neighbourhood parks

Recreation programs for youth including Neighbourhood Playground
Program, Summer Day Camps, Instructional Skating Programs...

Storm water drainage

Roadside maintenance, including sidewalk repairs, boulevard treatments,
grass cutting and tree planting along roads

Very important Somewhat important Not very important Not at all important Don't know

Q5.  I am going to read a list of services provided to you by the City of Thunder Bay. Please tell me how important each one is to you and how satisfied you are with the job 
the City is doing in providing that service.  Base: All respondents (n=400)

Importance of Services

99%

Top 2 %

100%

97%

99%

98%

100%

98%

96%

89%

90%

94%

Residents place top importance on drinking water quality, emergency services, garbage collection and snow removal. At 
least seven in ten residents rate the remaining items as very important.

96%

93%

Tier 1

Tier 2

Percentages under 3% not shown.
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68%

63%

59%

58%

57%

57%

55%

52%

51%

51%

45%

44%

41%

24%

23%

28%

25%

28%

32%

21%

29%

29%

29%

34%

26%

38%

35%

27%

6%

10%

8%

10%

10%

10%

15%

9%

12%

20%

5%

5%

11%

26% 4%

8%

6%

9%

6%

7%

10%

9%

9%

10%

5%

7%

Thunder Bay Public library

Recreation facilities such as the City's community centres, arenas and
sportsparks

Recreation programs for seniors

The Community Auditorium

Hiking and walking trails

Public transit

Special events like the Teddy Bear's Picnic, the Kite Festival and Summer
in the Parks Program

The City's Boarded Outdoor Winter Rinks

Indoor swimming pools

Bylaw enforcement

Outdoor swimming pools

Fort William Gardens

Canada Games Complex

City-owned golf courses

Very important Somewhat important Not very important Not at all important Don't know

Q5.  I am going to read a list of services provided to you by the City of Thunder Bay. Please tell me how important each one is to you and how satisfied you are with the job 
the City is doing in providing that service.  Base: All respondents (n=400). 

Importance of Services

91%

Top 2 %

84%

86%

89%

78%

84%

80%

84%

82%

77%

50%

These services though comparably less important than other services, are rated as important to a majority of residents. 
City-owned golf courses are the only service where residents are split on importance. 

80%

71%

Tier 3

Tier 4

Tier 5

91%

Percentages under 3% not shown.
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57%

53%

41%

78%

72%

31%

11%

39%

31%

36%

34%

34%

13%

33%

35%

45%

17%

21%

41%

44%

47%

41%

49%

50%

47%

49%

6%

8%

8%

4%

18%

27%

10%

18%

9%

7%

11%

21%

6%

10%

18%

4%

10%

4%

4%

16%

5%

3%

Drinking water quality

Emergency medical services

Police services

Fire services

Garbage collection

Snow removal on roads and sidewalks

Maintenance, cleaning, and upgrading of streets/roads

Parks, and other greenspace. This includes Boulevard Lake Park and
Beach, Centennial Park, Trowbridge Falls Campground...

Recycling services

Neighbourhood parks

Recreation programs for youth including Neighbourhood Playground
Program, Summer Day Camps, Instructional Skating Programs...

Storm water drainage

Roadside maintenance, including sidewalk repairs, boulevard treatments,
grass cutting and tree planting along roads

Very satisfied Somewhat satisfied Not very satisfied Not at all satisfied Don't know

Maintenance, cleaning and upgrading of streets/roads is a notable exception with ratings below other services, while 
garbage collection is a strength.

Satisfaction with Services

Shown in descending order based on importance to residents

Q6.  Now, please rate how satisfied you are with the services provided by the City of Thunder Bay, using a scale of very satisfied, somewhat satisfied, not very satisfied, or 
not at all satisfied. The first one is [INSERT ITEM]. And how Satisfied are you with that item?  Base: All respondents (n=400)

Top 2 %Tier 1

Tier 2

90%

88%

86%

95%

93%

71%

55%

72%

84%

81%

62%

86%

86%

Percentages under 2% not shown.
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60%

31%

27%

53%

37%

25%

51%

33%

33%

15%

19%

22%

33%

25%

33%

59%

53%

37%

46%

43%

39%

47%

52%

54%

48%

53%

48%

45%

6%

7%

6%

10%

16%

9%

6%

16%

16%

13%

8%

7%

9%

6%

10%

7%

10%

5%

9%

10%

4%

8%

6%

6%

6%

4%

9%

6%

12%

Thunder Bay Public library

Recreation facilities such as the City's community centres, arenas and
sportsparks

Recreation programs for seniors

The Community Auditorium

Hiking and walking trails

Public transit

Special events like the Teddy Bear's Picnic, the Kite Festival and Summer
in the Parks Program

The City's Boarded Outdoor Winter Rinks

Indoor swimming pools

Bylaw enforcement

Outdoor swimming pools

Fort William Gardens

Canada Games Complex

City-owned golf courses

Very satisfied Somewhat satisfied Not very satisfied Not at all satisfied Don't know

Residents give the library top marks along with the Community Auditorium and special events. Interestingly, residents are 
more satisfied with indoor swimming pools than outdoor swimming pools.

Satisfaction with Services

Shown in descending order based on importance to residents

Q6.  Now, please rate how satisfied you are with the services provided by the City of Thunder Bay, using a scale of very satisfied, somewhat satisfied, not very satisfied, or 
not at all satisfied. The first one is [INSERT ITEM]. And how Satisfied are you with that item?  Base: All respondents (n=400)

Top 2 %

Tier 3

Tier 4

Tier 5

93%

80%

90%

83%

68%

89%

79%

69%

74%

81%

70%

85%

67%

90%

Percentages under 2% not shown.



19Q7. Now, overall, what services do you think are most important for the City of Thunder Bay to improve?  Base: All respondents (n=400)

Most Important Services for Improvement

34%

12%

10%

9%

7%

7%

7%

6%

6%

6%

5%

5%

4%

5%

10%

20%

11%

10%

3%

13%

3%

6%

3%

7%

3%

3%

2%

8%

19%

Road maintenance

Police

Road construction

Snow Removal - roads

Parks - general

Recycling

Recreation Programs

Snow Removal - sidewalks

Transit

Activities for youth/ programs for youth

Emergency Medical Services

Sidewalk maintenance

Water

Nothing

Other

2009
2007

*Responses under 4% not 
shown

As is frequently the case, road maintenance tops the list as a service for improvement with road construction also being 
mentioned. Police and EMS are considered important services for improvement by some, as are snow removal (roads),  
recreation programs and activities/programs for youth.  
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57%

8%

6%

2%

2%

2%

2%

2%

2%

2%

3%

8%

39%

4%

2%

16%

2%

1%

30%

Nothing

Unable to assess

Golf

Police

Community Aquatics

Parks - general

Prince Arthur's Landing at Marina
Park

Roads maintenance

City council

More appropriate spending of
municipal government funds

Other

Don’t know

2009
2007

Q8. Overall, what services, if any, do you think the City of Thunder Bay should reduce or eliminate?  Base: All respondents (n=400)

Most Important Services for Reduction

*Responses under 2% not 
shown

A majority of residents are not able to name a service that is important for reduction. Some residents highlight golf 
courses as a service for reduction, in line with the split level of important identified earlier in the survey.  All remaining 
services are mentioned by 2% or fewer residents. 
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Gap Analysis
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Using the Gap Analysis
• Importance scores are plotted horizontally across the bottom of the chart (along the 

X-axis). Satisfaction scores are plotted vertically (along the Y-axis).
• Typically, it is most advantageous to focus on improving services that are of high 

importance to residents but where satisfaction is relatively low. However, it can also 
make sense to focus on lower importance items if you can make a big difference.

• On the graph, three areas are identified:
– Areas for maintenance – services of relatively high importance and current satisfaction

is good.  The focus here is on maintaining the current level of service.

– Priority Areas for improvement – services that are considered important, but with lower 
satisfaction scores. The focus here is on improving these services to increase 
satisfaction.

– Areas for enhancement – services with lower satisfaction scores, but are considered 
relatively less important to residents. The focus here is on at least maintaining, and 
where feasible, improving these services to increase satisfaction.
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Importance

Satisfaction

High

Low

Areas for Maintenance

High

Primary Areas for ImprovementAreas for Enhancement

Gap Analysis

Community Auditorium

Outdoor winter rinks
Indoor swimming pools

Rec progs. for Srs.
Public Transit

Hiking and walking trails

Special Events

Fort William Gardens
Outdoor swimming pools

Bylaw Enforcement

Canada Games Complex

City-owned golf courses

Drinking water quality

EMS

Police services

Fire services

Garbage collection

Maintenance of 
streets/roads

Roadside maintenance

Rec progs. for youth
Stormwater drainage

Neighbourhood parks

Recycling services

Parks and Greenspace

Snow removalRec Facilities.

Thunder Bay library
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Understanding the Gap Analysis
• Areas for improvement are:

– Maintenance of streets
– Roadside maintenance
– Recycling services
– Snow removal on roads and sidewalks

• Residents are clear that roads and roadside maintenance (including clearing of snow) 
are not meeting their expectations and are a key area for improvement. Recycling 
services is another area of improvement though it is noteworthy that there is high 
satisfaction with the garbage collection program. 

• Areas for maintenance/improvement are:
– Parks and green space
– Police services
– Neighbourhood parks
– Recreation programs for youth

• A particular emphasis should be placed on maintaining these services as they are of 
high importance with moderate satisfaction levels. Where possible, satisfaction levels 
could be increased, or further strengthened as they border on areas for improvement.
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Communications
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36%

29%

27%

19%

12%

8%

8%

6%

6%

20%

53%

19%

9%

5%

0%

0%

7%

8%

41%

48%

27%

10%

3%

0%

0%

4%

9%

Daily newspapers

Letters/Newsletters 

Television

Radio

The internet

Meetings (public/council)

Telephone

E-mail

Other

2009 2007 2005

Q9. What do you think is the most effective way for the City to communicate with you? {Interviewer prompt: How would you like to obtain information from the City?}  
Base: All respondents (n=400) /  Q10. Have you read, seen or heard about [INSERT ITEM]? How about…?  Base: All respondents (n=400)

Read, Seen or Heard Strategic PlanPreferred Communication Method

Information and Communication
Newspapers have again emerged as a preferred communication method among residents. Though down over previous 
years, letters/newsletters is preferred by nearly three in ten residents, along with televisions (27%). The percentage of 
residents who have read/seen/heard of the Strategic Plan and Your City have rebounded slightly above 2005 results.

Tracking:
% Yes 
2005: 40%
2007: 32%
2009: 42%

Yes - seen/ 
heard, 
13%

Yes - read, 
29%

No, 57%

Yes - read, 
7%

Yes - seen/ 
heard, 
14%

No, 79%
Tracking:
% Yes 
2005: 17%
2007: 11%
2009: 21%

Read, Seen or Heard ‘Your City’
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Yes - seen/ 
heard, 
13%

Yes - read, 
29%

No, 57%

Ratings of “Your City”
Satisfaction of “Your City” has steadily increased among readers. Among those who are aware of “Your City” but have not read it three in ten have not seen or 
received it, and another one in ten report not knowing where to get it. After a description of “Your City”, seven in ten residents who have not read, seen or heard of 
it consider themselves at least somewhat likely to read it. Exposure of “Your City” to residents ranges between 32,201 to 40,905 residents, while readership is 
between 20,887 to 29,591 (based the population count for Thunder Bay aged 18+ from the 2006 Census).

4%

8%

13%

55%

55%

58%

28%

27%

19%

6%

6%

6%

3%

2%

2005

2007

2009

Very Satisfied Satisfied Neither Dissatisfied Very Dissatisfied

Satisfaction with “Your City”

32%

37%

12%

19%

Very likely Somewhat likely Somewhat
unlikely

Very unlikely

29%

19%

15%

10%

7%

15%

Have not seen it/ have not
received it

Not interested

No time to read it

Do not know where to get it

Not relevant/ useful

Other

Likelihood to Read “Your City” Reasons for Not Reading “Your City”

Q11A. How would you rate your general level of satisfaction with ‘Your City’, the City’s tabloid report to Citizens? Would you say that you are:..  Base: Yes-read/your city/at Q10 (n=117) / Q11B. And why would you say you have not read ‘Your City’?  
Base: Not read/your city/at Q10 (n=54*) *=small base / Q11C. Your City’ is a free publication distributed by the City of Thunder Bay every 2 months. It covers topics such as Waterfront updates, Public Meetings, Events, Construction updates, City News 
and Information and is available in the Chronicle-Journal and at pickup points throughout the City, like the libraries and City Hall. Now knowing this, how likely would you say you are to read ‘Your City’? Are you . . .?  Base: No to/your city/at Q10 (n=229)

N=229

N=117

N=54

Read, Seen or Heard ‘Your City’
N=400
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Use and Satisfaction with the Website

3%

13%

21%

38%

24%

5%

8%

14%

49%

23%

More than
once a week

About once a
week

About once a
month

Several times
a year

Once

2009
2007

26%

61%

9%
4%

Very useful Somewhat useful Not very useful Not at all useful
Q12. Have you visited the City’s website -- www.thunderbay.ca?  Base: All respondents (n=400) / Q13A. How often have you visited the City’s website in the past year? 
Is it..  Base: Yes at Q12 (n=190) / Q13B. How useful was the content of information and online services available on the website? Was it…?  Base: Yes at Q12 (n=190)

About half of residents say they have been to the City’s website.  Of those, nearly four in ten use it at least monthly, up 
noticeably over 2007. A clear majority (87%) of visitors to the website find it to be at least somewhat useful.

No, 52% Yes, 48%

Tracking:
% Yes
2005: 27%
2007: 31%

Visited City’s Website 

Frequency of Use in Past 12 Months 

Usefulness of Website
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Q14. How often do you watch City Council meetings on cable television? Do you watch them…?  Base: All respondents (n=400) / Q15. . And how likely would you say 
you would be to watch City Council meetings on the Internet if this option were made available? Are you . . .?  Base: All respondents (n=400)

4%

6%

9%

12%

13%

57%

7%

5%

11%

14%

13%

50%

13%

7%

13%

10%

10%

47%

Weekly

Twice a
month

Once a month

4 times a year

Once a year

Never

2009 2007 2005

Frequency of Viewership of Council 
Meetings on Cable Television

Would Likely Watch City Council Meetings       
on the Internet

Viewership of City Council Meetings
Viewership of City Council meetings has been declining since 2005, showing the largest increase in “never” the 2007 to 
2009 period. When asked of the likelihood to watch the Council meetings online, a clear majority (87%) indicate that they 
are unlikely to do so, with three in five residents saying they are very unlikely.

7%

19% 17%

57%

Very likely Somewhat likely Somewhat unlikely Very unlikely
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Taxes and Capital Projects
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12%

59%

18%

10%

Very good Fairly good Fairly poor Very poor

Q16. Thinking about all the programs and services you receive from the City of Thunder Bay, would you say that overall you get good value or poor value for your tax 
dollars? (Is that very or fairly good/poor value?)   Base:  All respondents (n=400)

Value for Tax Dollars
A majority of residents (71%) feel they get good value for their tax dollars. Residents aged 35-54 are significantly more 
likely to say they get very good value than those 18-34. There are no significant differences across gender.

Those who have read/seen or 
heard ‘Your City’ are more 
likely to rate the value for their 
tax dollars as ‘good’ compared 
to those who had not been 
exposed to the newsletter (78% 
vs. 66% respectively.)

4%

46%

12%
27%

8% 4%

Strongly
agree

Agree Neither
disagree nor

agree

Disagree Strongly
disagree

Don't know

2007

*Note: Due to changes to the scale in the 2009 report the neutral option was 
not provided to respondents. Respondents had to pick a level of satisfaction 
and therefore we are unable to use the 2007 data to directly track any changes. 
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14%

30%

25%

15%

14%

Increase taxes - to
enhance or expand

services

Increase taxes - to
maintain services at

current levels

Cut services - to
maintain current tax

level

Cut services - to
reduce taxes

None

Q17. Municipal property taxes are the primary way to pay for services provided by the City of Thunder Bay. 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 of the following four options would you most like the City to 
pursue?  Base: All respondents (n=400)

Balance of Taxation and Services
The same proportion of Thunder Bay residents prefer that taxes be increased to enhance or expand services as those who 
would like services cut to reduce taxes. The largest proportion of residents prefer taxes increased to maintain services at 
the current level. Overall however, residents are divided on whether they would like the City to increase taxes or cut 
services. Residents aged 18-34 are significantly more likely to want an increase of taxes to enhance or expand services 
than those aged 55+.

Cut Services - 40%

Increase Taxes - 44%
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Support for Capital Projects

51%

36%

25%

24%

20%

22%

24%

43%

46%

47%

47%

50%

35%

27%

6%

11%

9%

11%

17%

16%

4%

4%

4%

10%

23%

3%

10%

13%

15%

15%

16%

9%

Roads

Sustainable Energy
Projects

Recreational Trails

Thunder Bay Public
Library Facility Renewal

Recreational facilities

Major Sportsplex/Multi-
purpose facility

52 km Waterfront
Development

Strongly Agree Agree Neither Disagree nor Agree Disagree Strongly Disagree

Q18. Now we would like to focus on major capital projects. Please indicate your level of agreement with each of the following as major projects for City spending. Would 
you say you (READ SCALE)…? The first major project is . . .  Base: All respondents (n=400)

As is to be expected, support for roads as a major capital project is near universal.  Support for sustainable energy 
projects is also high, with 82% stating they agree or strongly agree. Support for waterfront development is at 51% while 
39% oppose the project. Support is slightly more positive for a major sportsplex/multi-purpose facility.

Percentages under 2% not shown.

51%

% Agreement

57%

70%

71%

72%

82%

94%
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Support for Capital Projects

94%

82%

72%

71%

70%

57%

51%

86%

75%

55%

67%

86%

55%

76%

54%

68%

79%

54%

Roads

Sustainable Energy Projects

Recreational Trails

Thunder Bay Public Library Facility Renewal

Recreational facilities

Major Sportsplex/Multi-purpose facility

52 km Waterfront Development

Protective and Emergency Services Regional
Training Centre

South Core Redevelopment

2009
2007
2005

Q18. Now we would like to focus on major capital projects. Please indicate your level of agreement with each of the following as major projects for City spending. Would 
you say you (READ SCALE)…? The first major project is . . .  Base: All respondents (n=400)

Support for sustainable energy projects, recreational trails, and major sportsplex/ multi-purpose facility has not changed 
significantly from 2007. While support for the 52 km Waterfront Development has decreased significantly from 67% in 2007 
to 51% in 2009.

1

1 Note that in 2009 this item was changed to Sustainable Energy Projects from Environmentally-Friendly Green Energy Projects.
2 Note that in 2009 this item was changed to Major Sportsplex/ Multi-purpose facility from A City Arena/ Convention Centre.

2

2007 and 2005 Capital Projects which were not included in the 2009 survey: 
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Demographics
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42%
41%
18%

2007
2009

Unweighted
2009

Weighted 

40%
41%
20%18-34 26%

35-54 38%
55+ 36%

Employment Status Age

Education

Household Income

Demographics

Residents in home

5%
15%
16%
23%
26%
15%
20072009

19%$100,000 or more

Less than $25,000 13%
$25,000 to less than $50,000 25%
$50,000 to less than $75,000 19%
$75,000 to less than $100,000 15%

Don’t know/ Not stated 9%

Children under 18 in home

3%

4%

30%

3%

5%
5%

12%
39%
20072009

Working full-time 42%
Working part-time 10%
Self-employed 9%
Unemployed 6%
Attending school full-time or a 
Student 3%

Retired 27%
Not in the workforce (full-time 
homemaker/ not looking for work) 4%

Other 1%

16%

16%

30%
5%

23%
10%
20072009

Less than high school 8%
High school graduate or equivalent 21%
Some/completed trade/technical school 3%
Some/completed community college, 29%

Some/completed university 27%

Graduate/professional studies 12%

9%
16%
18%
38%
19%
20072009

One 20%
Two 33%
Three 20%
Four 18%
Five or more 9%

70%
30%
20072009

Yes 41%
No 59%
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Gender

Length of Time in Thunder Bay

Property Tax

Demographics

Own/Operate Business in Thunder Bay

7%
-

3%
4%

16%
44%
30%
3%

20072009

3%Not responsible for taxes

6%$4,000 to less than $5,000
7%$5,000 or more

Less than $1,000 2%
$1,000 to less than $2,000 26%
$2,000 to less than $3,000 38%
$3,000 to less than $4,000 17%

Don’t know/ Not stated 3%

Rent or Own Home

80%

9%
5%
5%
1%

20072009

Less than 1 year 2%
1 to less than 5 years 7%
5 to less than 10 years 4%
10 to less than 20 years 10%

20 years or more 76%

21%
79%
20072009

Own 81%
Rent 17%92%

8%
20072009

Yes 13%
No 87%

61%
39%

2007
2009

Unweighted
2009

Weighted 

52%
48%Male 48%

Female 52%



38

Appendix: Questionnaire
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Questionnaire
Hello, my name is __________________ - I’m calling from Ipsos Reid, a 
national public opinion research company.  WE ARE NOT SELLING 
ANYTHING – We are conducting a survey among residents of Thunder Bay 
regarding important municipal issues. All of your responses will be kept strictly 
anonymous and confidential.  
(IF NECESSARY: The questionnaire will take approximately 15 minutes to 
complete)

May I speak with someone in your home who is 18 years of age or older?
Yes
No
[NO. THANK AND TERMINATE]

SCREENER QUESTIONS

A. First of all, does anyone in your household work for (READ LIST)? 
[RANDOMIZE]
An advertising agency
The media, that is a radio or TV station or a newspaper or magazine
A market research firm
(DO NOT READ) None
[IF ‘NONE’, CONTINUE.  OTHERWISE, THANK AND TERMINATE.]

B. Do you live in The City of Thunder Bay?
Yes
No
[IF ‘YES’, CONTINUE. OTHERWISE (INCLUDING DK/REF), THANK AND 
TERMINATE.]

C. Record gender. [DO NOT ASK.  50/50 TARGET QUOTA – 5% 
FLEXIBILITY]

D.  What year were you born in?  [RECORD ALL FOUR DIGITS]      
[RANGE 1900-1991]
[IF DK/REFUSED THANK AND TERMINATE]

E.  And in which City Ward do you live?
{Interviewer prompt if they don’t know their ward. Do you know your City 

councillor’s
name. Is it?

Current River Ward Andrew Foulds
McIntyre Ward Trevor Giertuga
McKellar Ward Robert Tuchenhagen
Neebing Ward Linda Rydholm
Northwood Ward Mark Bentz
Red River Ward Brian McKinnon
Westfort Ward Joe Virdiramo
{Other}
{Don’t know}

TOP-OF-MIND ISSUES [MOST IMPORTANT ISSUES FACING THE 
COMMUNITY]

1. To begin, in your view as a citizen of Thunder Bay, what are the most 
important issues facing the City today? That is, what issues should 
receive the greatest attention from City Council?

(Do not read list. Select all that apply.)

Civic Pride (negative community self-image)
Downtown Revitalization
Economic Development
Energy
Forestry
Homes for the Aged
Jobs
Police/Crime/Public Safety
Poverty and Homelessness
Race Relations (growing aboriginal population)
Recreation services

Parks
Roads
Services to Seniors
Taxes/Budget
Transit
Waterfront Development
Youth retention
Other (Specify)
None
Don’t know
Refused
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Questionnaire

E.  And in which City Ward do you live?
{Interviewer prompt if they don’t know their ward. Do you know your City councillor’s
name. Is it?

Current River Ward Andrew Foulds
McIntyre Ward Trevor Giertuga
McKellar Ward Robert Tuchenhagen
Neebing Ward Linda Rydholm
Northwood Ward Mark Bentz
Red River Ward Brian McKinnon
Westfort Ward Joe Virdiramo
{Other}
{Don’t know}

TOP-OF-MIND ISSUES [MOST IMPORTANT ISSUES FACING THE COMMUNITY]

1. To begin, in your view as a citizen of Thunder Bay, what are the most important issues facing the City today? That is, what 
issues should receive the greatest attention from City Council?

(Do not read list. Select all that apply.)

Civic Pride (negative community self-image)
Downtown Revitalization
Economic Development
Energy
Forestry
Homes for the Aged
Jobs
Police/Crime/Public Safety
Poverty and Homelessness
Race Relations (growing aboriginal population)

Recreation services
Parks
Roads
Services to Seniors
Taxes/Budget
Transit
Waterfront Development
Youth retention
Other (Specify __________________)
None
Don’t know/Unable to assess
Refused
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Questionnaire
QUALITY OF LIFE

2. How would you rate the overall quality of life in the City of Thunder Bay 
today? Would you say it is [READ LIST]? 

Very good
Good
Poor
Very poor

[IF ‘GOOD’ OR ‘VERY GOOD’ IN Q2, ASK 3a. OTHERWISE, SKIP TO 
3b.]

3a. Why do you think the quality of life is [INSERT RESPONSE FROM 
Q2]? (ACCEPT 1 MENTION)

[IF ‘POOR’ OR ‘VERY POOR’ IN Q2, ASK 3b. OTHERWISE, SKIP TO 
Q4.]

3b. Why do you think the quality of life is [INSERT RESPONSE FROM 
Q2]? (ACCEPT 1 MENTION)

IMPORTANCE AND SATISFACTION WITH SERVICES

[ASK ALL]
Next I’d like to talk about the services provided by the City of Thunder 

Bay.

4. Please tell me how satisfied you are with the overall level and quality of 
services provided by the City of Thunder Bay. Would you say you are 
(READ LIST) 

Very satisfied
Somewhat satisfied
Not very satisfied 
Not at all satisfied

IMPORTANCE AND SATISFACTION WITH SERVICES 
Cont’d

[ASK 5 & 6 IN A LOOP FOR EACH ATTRIBUTE]

5. I am going to read a list of services provided to you by the 
City of Thunder Bay. Please tell me how important each 
one is to you and how satisfied you are with the job the 
City is doing in providing that service. 

(ASK FOR 1ST ITEM ONLY) The first one is [INSERT ITEM 
– RANDOMIZE]. How important is this service? Our scale 
is very important, somewhat important, not very important, 
or not at all important.  

(ASK FOR ALL OTHER ITEMS) And how about [INSERT 
ITEM – RANDOMIZE]? How important is this? (READ 
SCALE AS NEEDED)

[AFTER 13TH ITEM READ MESSAGE] thank you for your 
input, we’re almost finished with this question

6. Now, please rate how satisfied you are with the services 
provided by the City of Thunder Bay, using a scale of very 
satisfied, somewhat satisfied, not very satisfied, or not at 
all satisfied. The first one is [INSERT ITEM]. And how 
Satisfied are you with that item? [INSERT ITEM]? 
(REPEAT SCALE AND ATTRIBUTE IF NECESSARY)

[LIST OF SERVICES ON NEXT SLIDE]
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Questionnaire – List of Services

Thunder Bay Public library 

Storm water drainage 

Snow removal on roads and sidewalks  

Recycling services 

Recreation facilities such as the City’s community 
centres, arenas and sportsparks 

Public transit 

Police services 

Outdoor swimming pools 

Neighbourhood parks 

Maintenance, cleaning, and upgrading of streets/roads 

Indoor swimming pools 

Hiking and walking trails 

Garbage collection 

Fire services 

Emergency medical services 

Drinking water quality 

Canada Games Complex 

Bylaw enforcement 

The Community Auditorium (IF NECESSARY: the Community Auditorium 
is the 1500-seat performing arts centre which hosts concerts and all 
varieties of performances from community events to major stage shows and 
symphony) 

The City’s Boarded Outdoor Winter Rinks (IF NECESSARY: This 
includes 34 boarded rinks at 13 rink sites supervised by City staff and 6 
community centre locations) 

Special events like the Teddy Bear’s Picnic, the Kite Festival and 
Summer in the Parks Program (IF NECESSARY: This is the free summer 
concert series in Marina Park and Chippewa Park on Sunday afternoons 

Roadside maintenance, including sidewalk repairs, boulevard treatments, 
grass cutting and tree planting along roads

Recreation programs for youth including Neighbourhood Playground 
Program, Summer Day Camps, Instructional Skating Programs, Youth
Specialty Programs, and Learn to swim programs 

Recreation programs for seniors (IF NECESSARY: Adult Wellness and 
Specialty Programs such as…) 

Parks, and other greenspace this includes Boulevard Lake Park and 
Beach, Centennial Park,  Trowbridge Falls Campground, Kaministikquia 
River Heritage Park, Prince Arthur’s Landing at Marina Park, Marina Park 
and Chippewa Park 

Fort William Gardens (IF NECESSARY: Fort William Gardens is our multi-
purpose arena for sporting events, iceshows, concerts, circuses and other 
large events)

City-owned golf courses (IF NECESSARY: These include Chapples, 
Municipal and Strathcona Golf Courses) 
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Questionnaire
7. Now, overall, what services do you think are most important for the City of Thunder Bay to improve? (Do not read list. 

Select from list or record verbatim. Select all that apply) {Interviewer prompt: Is there anything else?}

8. Overall, what services, if any, do you think the City of Thunder Bay should reduce or eliminate? (Do not read list. Select 
from list or record verbatim. Select all that apply) {Interviewer prompt: Is there anything else?}

[SAME LIST USED FOR Q7 AND Q8]

{Emergency Services}
Emergency Medical Services
Fire
Police
{Community Services}
Arenas, Stadia and Baseball Central
Canada Games Complex
Community Auditorium
Community Aquatics
Community Centres
Conservatory
Culture
Fort William Gardens
Golf
Homes for the Aged
Older Adult Centres
Services for Seniors
Parks - general
Parks - regional (Chippewa and Centennial)
Prince Arthur's Landing at Marina Park
Recreation Programs
Social Services
Thunder Bay Public Library
Urban Forestry/Tree Planting
Winter Rinks

{Public Works}
Garbage Collection
Parking Authority
Recycling
Roads construction
Roads maintenance
Sidewalk maintenance
Street Cleaning
Sidewalk Cleaning
Snow Removal - roads
Snow Removal - sidewalks
Traffic and Street lighting
Sewers
Transit
Water
{Other}
Animal Services
Economic Development
Tourism
Planning
Building
Other (Record verbatim __________________________)
None
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Questionnaire
COMMUNICATIONS
9. What do you think is the most effective way for the City to communicate with 
you?
{Interviewer prompt: How would you like to obtain information from the City?}
{Do not read list - Select all that apply}
Daily newspapers
Letters/Newsletters (home delivery of paper info – mail or drop-off)
The internet
E-mail
Television
Radio
Other (Specify _________________________)
None/Don’t need communication/information

10. Have you read, seen or heard about [INSERT ITEM]? How about…?
[RANDOMIZE]
The City’s New Foundation Living Strategic Plan (IF NECESSARY: This is the 
City’s Strategic Plan)
‘Your City’, the City’s tabloid Citizen Newsletter (IF NECESSARY: This report is 
distributed every two months with the Chronicle-Journal and at pickup points 
such as libraries and City Hall.)
Yes – read
Yes – seen/heard
No

[IF YES READ TO ‘YOUR CITY’ AT Q10, ASK Q11a. ELSE SKIP TO 
INSTRUCTION BEFORE Q11b]
11a. How would you rate your general level of satisfaction with ‘Your City’, the 
City’s
tabloid report to Citizens? Would you say that you are: [READ LIST]
Very Satisfied
Satisfied
Neither Dissatisfied nor Satisfied
Dissatisfied
Very Dissatisfied

[IF YES SEEN/HEARD TO ‘YOUR CITY’ AT Q10, ASK Q11b. ELSE SKIP 
TO INSTRUCTION BEFORE Q11c]

11b.  And why would you say you have not read ‘Your City’? (ACCEPT UP 
TO 2 MENTIONS)
[IF NO TO ‘YOUR CITY’ AT Q10, ASK Q11c. ELSE SKIP TO Q12]

11c. ‘Your City’ is a free publication distributed by the City of Thunder Bay 
every 2 months. It covers topics such as Waterfront updates, Public 
Meetings, Events, Construction updates, City News and Information and is 
available in the Chronicle-Journal and at pickup points throughout the City, 
like the libraries and City Hall. Now knowing this, how likely would you say 
you are to read ‘Your City’? Are you (READ LIST)?

Very likely
Somewhat likely
Somewhat unlikely
Very unlikely

12. Have you visited the City’s website -- www.thunderbay.ca?
Yes 
No 

[IF YES AT Q12, ASK Q13a AND Q13b. ELSE SKIP TO Q14]
13a. How often have you visited the City’s website in the past year? Is 
it…(READ LIST)?

More than once a week
About once a week,
About once a month
Several times a year
Once



45

Questionnaire

13b. How useful was the content of information and online services available on 
the website? Was it…? (READ LIST)

Very useful
Somewhat useful
Not very useful
Not at all useful

14. How often do you watch City Council meetings on cable television? Do you 
watch them…? (READ LIST)

Weekly
Twice a month
Once a month
4 times a year
Once a year
Never

15. And how likely would you say you would be to watch City Council meetings 
on the Internet if this option were made available? Are you (READ LIST)?

Very likely
Somewhat likely
Somewhat unlikely
Very unlikely

TAXES AND CAPITAL PROJECTS

16. Thinking about all the programs and services you receive from the City 
of Thunder Bay, would you say that overall you get good value or poor 
value for your tax dollars? (Is that very or fairly good/poor value?) 

Very good
Fairly good
Fairly poor
Very poor

17. Municipal property taxes are the primary way to pay for services 
provided by the City of Thunder Bay. 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 of the 
following four options would you most like the City to pursue? (READ 
LIST) [ACCEPT 1 MENTION ONLY]

[ROTATE – 1-4, 4-1]
Increase taxes - to enhance or expand services
Increase taxes - to maintain services at current levels
Cut services - to maintain current tax level
Cut services - to reduce taxes
[ALWAYS LAST] (DO NOT READ) None
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Questionnaire
18. Now we would like to focus on major capital projects. Please indicate your 
level of agreement with each of the following as major projects for City 
spending. Would you say you (READ SCALE)…? The first major project is…
[READ LIST]

[RANDOMIZE]
Waterfront Development {If necessary Interviewer prompt, This is the City-
wide development of Thunder Bay’s 52 km of waterfront starting with Prince 
Arthur’s Landing at Marina Park.
Thunder Bay Public Library Facility Renewal. [If necessary Interviewer 
prompt: This is a long-range plan that focuses first on renewing the 
community branches (Mary J.L. Black and County Park Libraries) and then 
expanding either Waverley or Brodie Resource Library.] 
Roads [If necessary Interview prompt: This is the rehabilitation and 
construction of roads]
Major Sportsplex/Multi-purpose facility {If necessary Interviewer prompt: 
This is a multi-purpose centre that would replace Fort William Gardens and 
allow us to host larger events and increase sport tourism.}
Sustainable Energy Projects {If necessary Interview prompt: These are 
environmentally-friendly energy projects such as capturing methane gas at the 
sewage treatment plant and landfill to generate energy.}
Recreational Trails {If necessary Interviewer prompt: This refers to the 
addition of recreational trails for walking, cycling and other activities.}
Recreational facilities [If necessary Interview prompt: This is the 
rehabilitation and construction of recreation facilities for public use.]  

Strongly Agree
Agree
Neither Disagree nor Agree
Disagree
Strongly Disagree

19. Do you have any additional comments?

DEMOGRAPHICS
For the last part of this interview, we would like to ask some questions about 
you. Please be assured that your individual responses will remain strictly 
anonymous and will be grouped together with others for reporting purposes.
{If necessary interviewer prompt (for each item): We ask these questions to 
ensure that all segments of the population have an opportunity to give their 
opinion.}

D1. For how long have you lived in the City of Thunder Bay? [DO NOT READ]
Less than 1 year
1 to less than 5 years
5 to less than 10 years
10 to less than 20 years
20 years or more

D2. Do you own or operate a business in Thunder Bay?
Yes
No
Don’t know

D3. Including yourself, how many people are living in your household?
1
2
3
4
5 or more
[IF 2 OR MORE AT D3 ASK D4, OTHERWISE SKIP TO D5]

D4. Are there any children under the age of 18 living in your household?
Yes
No

D5. Do you rent or own your home?
Rent 
Own 
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Questionnaire
[IF OWN AT D5, ASK D6. ELSE SKIP TO D7]

D6. And what range would best describe the annual amount of property 
taxes that you
pay for your home? Please stop me when I reach your category.
{Read list. Select only one}
Less than $1,000
$1,000 to less than $2,000
$2,000 to less than $3,000
$3,000 to less than $4,000
$4,000 to less than $5,000
$5,000 or more
Not responsible for taxes [DO NOT READ]

D7. What is the highest level of education you have completed?
{Do not read list. Select only one}
Less than high school
Completed high school
Some/completed trade/technical school
Some/completed college
Some/completed university
Graduate/professional studies

D8. Which of the following categories best describes your current 
employment status? Please stop me when I reach your category.
{Read list. Select only one}
Employed full-time
Employed part-time
Self-employed
Unemployed
Student
Homemaker/ Caregiver
Retired
Other specify_____

D9. Would you say that your total household income before taxes is . . . ? 
{Read list. Select only one. Stop when category is reached}
Less than $25,000
$25,000 to less than $50,000
$50,000 to less than $75,000
$75,000 to less than $100,000
$100,000 or more
D10. And, finally, could you please tell me your postal code?
{Interviewer note: Repeat back and verify using alpha numerics}
Yes (Record postal code ____________)
No
We have come to the end of the survey. On behalf of the City of Thunder Bay, 
I would like to thank you very much for your participation. Thank you and have 
a nice day/evening.
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