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Background and Methods
METHODS
The 2019 Town of Cochrane resident Satisfaction Survey was
conducted via a telephone survey of randomly selected households
within Cochrane between June 3, 2019 and June 18, 2019. A sample
of 401 residents aged 18 years and older completed the survey,
which averaged 20.4 minutes in length. The margin of error
associated with this sample size is +/- 4.9%, 19 times out of 20. This is
a common sample size and margin of error for this type of research.
The survey was promoted in local media to make residents aware of
this important survey. Results are weighted to ensure the age and
gender distribution reflect that of the actual population according to
the most recent census data.

COMPARISONS TO PREVIOUS SURVEYS
The survey instrument was largely based on the 2014 survey to
enable comparisons. One important changes in the 2019 survey was
that all rating questions were changed to 5-point scales. In 2014 most
scales were 4-point scales.
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The use of 5-point scales is preferred as the increased variability in
responses can better identify areas of strength and opportunity. The main
issue with 4-point scales is that they can create a more positive picture
than truly exists. This can lead to areas of importance to residence being
overlooked. With a 4-point scale, respondents with a neutral perspective
(neither good nor bad) tend to choose a positive rating, rather than a
negative rating. As such, using a 5-point scale produces better data and
more actionable outcomes.
In order to compare the 2019 results to the 2014 results, we have
combined points 3, 4 and 5 as the “top box” results. Although we have
shown results in this way for comparison purposes, the analysis and
insights take full advantage of using a 5-point scale to highlight areas of
strength and opportunity. For advanced analytics, a PerformanceImportance matrix was created, where percentages taken from a Key
Drivers analysis were plotted against average satisfaction scores. This
allows for the identification of which opportunity areas will have the
greatest positive impact on quality of life and community satisfaction.
Additionally, we are able to see the areas that are performing really well
and should be maintained.

Analytic Approach

Key Driver
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Performance
Importance

Segmentation

Qualitative
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EXECUTIVE SUMMARY
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Executive Summary
TTop
opRanked
RankedQuestions
Questions

Opportunities
Land Use and Neighbourhood Planning currently
has the greatest room for improvement. It’s of high
importance but only 65% are satisfied, dropping 34%
since 2014.

99% Agree

Living in Cochrane enables a healthy and active
lifestyle

59% of residents mentioned increased
Traffic Congestion as an important local
issue

98% of Cochrane residents

Have a good perception of the
quality of life in Cochrane

43% of residents mentioned
controlling and managing growth
of the town as an important local
issue

98% Agree

Cochrane is safe and
secure
Cochrane’s programs and services account
for 74% of residents overall quality of life in
Cochrane. The primary factors are:

96% are satisfied with the
pathways Cochrane provides

Good pathways in Cochrane

91% are satisfied with the snow and
ice control on arterial and collector
roads

Snow and Ice Control on Roads

Cochrane residents are satisfied with support
services, such as family support services (96%
satisfied), Parent Link Centre (97% satisfied),
and support services for seniors (95% satisfied)

Land Use and Neighbourhood Planning

Strengths

Highest Importance

5
5
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ISSUE AGENDA
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Issue Agenda
Managing growth of the town / better planning

21%

Roads/Road infrastructure/Highways
Public Transportation / Transit
Parks / Pathways / Green space (dog parks, finish pathway system, maintenance of
existing parks)
Education / More schools / More teachers/support staff

28%

12%

6%

5% 6% (No change)

Healthcare issues (Urgent care, 24 hr care)

3%3% 6%

Lack of amenities / services (bring in more retail, recreation facilities, event venues, cell
towers, hi-speed internet)
Crime / Increase in crime / Better law/by-law enforcement
Taxes / Taxes too high for the service received
Affordable housing / Housing that seniors/young people can afford
Seniors issues (move Seniors Centers / more support for seniors)

33% (-5%)

7%

4% 6%

Local economy (jobs, economic development, supporting local business)

13%

40% (+25%)

4% 4% 8% (+2%)

Water quality / Water/Sewer issues (lime in water, chlorine in water)

Garbage and Recycling / Environmental issues

59% (+18% vs. 2014)

17%

42%

Traffic / Traffic Congestion

5% 5%
2% 4% (-2%)
3% 4%
3% 5%
3% 3%
3% 4% (-3%)

Top issues within the Town of Cochrane
continue to be around traffic congestion
and roads. However, issues with managing
growth of the town have more than
doubled since 2014.
Residents who have been living in
Cochrane for 5 years or less are less likely
to have named traffic as an important local
issue (51%) vs. than those living in
Cochrane for 6-10 years (70%).

1%

Other

3%3% 6% (-1%)

None- Not aware of any issues

5% 5% (-22%)

First Mention

Second Mention

Q1. In your view, as a resident of the Town of Cochrane, what is the most important LOCAL issue facing the Town today, that is the one
issue you feel should receive the greatest attention from your local leaders?
Base: All respondents (n=396)
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QUALITY OF LIFE
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Perceptions about Quality
of Life
5 - Very Good

50%

4

40%

3

2

1 - Very Poor

Total
2019: 98%
2014: 99%

8%

2%

1%

Q2. How would you rate the overall quality of life in the Town of Cochrane today? Would you say it is...?
Base: All respondents (n=401)
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The top box score of “very good”
decreased by 19% since 2014 (in 2014,
69% rated perceptions about quality of
life as “very good”). This steep decline
in “very good” ratings is consistent
with the recent increased issues seen
with traffic congestion and growth
management.

Perceived Change in the Quality of Life
in the Past Three Years
Improved

Stayed the same

Worsened

Don't know

70%
60%

58%

50%

56%
45%

40%
29%

30%

24%

21%
20%
10%
0%

18%

21%

4%

5%

2009 (n=350)

2014 (n=401)

0.3%

Q3. And, do you feel that the quality of life in the Town of Cochrane in the past three yearshas...?
Base: All respondents (n=399)
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20%

2019 (n=399)

Reasons for Improved Quality of Life
More amenities / shopping / restaurants

52%

More recreational opportunities / social
opportunities

28%

Like the small town feel / quieter / prefer it to
Calgary/the city / friendly

16%

Like the Town of Cochrane / like the services the
town provides / library / garbage collection
Personal life improvement (retired, have more
money, etc.)

14%

10%

Other 3%

Q4. Why do you think the quality of life has improved? (Open-ended)
Base (quality of life improved): n=67
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Note: The 67 participants (20% of the sample) that indicated their quality of life has improved were asked this question.

Reasons for Worsened
Quality of Life
Traffic / increased congestion

68%

Town unable to handle growth /
Overcrowding / overpopulated /…

35%

Lack of services/amenities (24 hr
hospital, retail, etc.)

5%

Higher cost of living / expensive

5%

Personal life issues (less money, legal
issues, etc.)

4%

Taxes

4%

Increased crime / Law enforcement
issues
Other

3%
5%

Q5. Why do you think the quality of life hasworsened? (Open-ended)
Base (quality of life worsened): n=115
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The two major issues were increased
traffic congestion and the towns inability
to handle growth. Outside of these two
factors, no other issues played a
significant role in decreasing quality of
life.
Further, those who have lived in
Cochrane for 11-19 years are the most
likely to indicate traffic and increased
congestion for their worsened quality of
life (82% vs. 42% from those living in
Cochrane for 6-10 years, vs. 23% from
those living in Cochrane 5 years or less).
Interestingly, we see the opposite trend
with those that indicate their worsened
quality of life is caused by the towns
inability to handle growth. Residents who
have lived in Cochrane for 5 years or less
are more likely to indicate this (77% vs.
37% from those living in Cochrane for
more than 5 years).

Agreement with Statements
about Life in Cochrane
Living in Cochrane enables a healthy and active lifestyle

50%

39%

10%

99%

Cochrane is a place where I feel safe and secure

51%

37%

10%

98% (+1% vs. 2014)

9%

97% (+1%)

Cochrane is a great community to raise my family
I feel a sense of belonging to Cochrane

23%

Cochrane is a community with a bright future
I am satisfied with the opportunities to
connect with other community members
I have good access to all my daily activities - work, school,
volunteering, shopping, health care appointments, etc.
I feel connected to the community

30%

49%

20%

35%

36%

23%

39%

Strongly Agree (5)

15%
23%

43%

27%

26%

8%

25%

61%

4

95%
95%

27%

45%

I am proud to live Cochrane

9%

29%

57%

96%

16%

32%

48%

I would recommend Cochrane as a place to live
Cochrane has a healthy local economy

26%

62%

94% (-3%)
94% (NC)
93%

91%
88%

3

Q6. I'm going to read you a few statements about life in the Town of Cochrane and I'd like you to indicate the degree to
which you agree or disagree with eachstatement.
n = 361 to 401
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Younger Cochrane residents (18-34
years) are less likely to feel
connected to the community (25%
do not feel connected vs. 7% from
those aged 35+).
Younger residents (18-34 years) are
more optimistic about the health of
Cochrane’s local economy (86%
agree vs. 63% from those 35+).
Older residents (55+ years) are more
likely to agree they have good access
to their daily activities (78% agree
vs. 60% from those aged between
35-54 years).

One Word Used to Describe Cochrane
CHARISMATIC

ACCESSIBILITY
SEMI-ORIENTED
SERENE

CONNECTED
FOLKSY

WESTERN

GROWTH DELIGHTFUL

MATURING
HOSPITALITY

RELAXING

CLEAN SLOW-THINKING

SAFE

Unique

ATMOSPHERE SUCCESSFUL
THE MAN ON A HORSE

TOWNCONGESTED

WELCOMING

Stressful

CONVENIENT

NICE
COMMUNITY
Quiet COUNTRYFAMILY
NATURAL
FRIENDLYSMALL
GROWING COWTOWN
BEAUTIFUL
FANTASTIC

AMBITIOUS
SMALL-MINDED

MOUNTAINS
RUSTIC

ENJOYABLE

Relaxed Youth

WALKING

Peaceful

Nature

FAIR

WIDE SPREAD

TRAFFIC

DECLINING
SPRAWLING
JUVENILE
ACTIVE
Historical
EXPANDING

SIMPLE

ACCESS
OUTDOORS
ENTHUSIASTIC
GROWING-PAINS

Strong

DISORGANIZED

WEST

PART

GOOD VIBRANT

OPEN
SECURITY
Bedroom

OKAY

GREAT
BUSYAWESOME
HOME
SPACE

QUAINT
PLEASANT

WILDLIFE

EVERY

HEART
MODERN
Improvable
ORIENTED

LIVABLE

ADEQUATE

INCLUSIVE

SCENIC OVERPOPULATED
FRESH
DIVERSE
HEALTHY

RECREATION

COMFORTABLECOMUNITY
WESTERN-HERITAGE
PROGRESSIVE

THRIVING

INFRASTRUCTURE
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CHANGING ENERGETIC
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GROWTH AND DEVELOPMENT
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Perceptions on Growth and
Development in Cochrane

It is possible for the Town of Cochrane to
grow while maintaining the quality of life
we have come to enjoy

The Town of Cochrane keeps residents
informed about new developments

22%

13%

21%

24%

40%

Strongly Agree (5)

68% (-5% vs. 2014)

30%

4

83%

3

Q26. I'm going to read you a few statements about growth and development in the Town ofCochrane
n = 393 to 400
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Residents have less confidence in
The Towns ability to grow while
maintaining the quality of life it’s
residents have come to enjoy than
they did in 2014 – there is a 10%
decrease in the top score of
“strongly agree.”
Residents who have lived in
Cochrane for 6+ years are less
confident in the town’s ability to
grow while maintaining quality of
life (35% bottom 2 score vs. 21% for
residents who have lived there for 5
years or less).
These results demonstrate the
difficult balance between positive
quality of life and managing
continued growth.
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TOWN PERFORMANCE
EVALUATING PROGRAM AND SERVICE DELIVERY
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Satisfaction with Overall Level and Quality of
Town Services
19%

Very Satisfied (5)

52%

4

23%

3

2

Very dissatisfied (1)

Satisfied
2019: 94%
2014: 93%

4%

2%

Not satisfied
2019: 6%
2014: 6%

Q8. Please tell me how satisfied you are with the overall level and quality of services and programs provided by the Town of Cochrane.
Base: All respondents (n=396)
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Satisfaction with Town Programs
and Services
7% 98% (-2% vs. 2014)
7% 98% (-1%)
15% 98%
56%
27%
12% 97% (+15%)
39%
46%
14% 97% (-1%)
43%
40%
15% 97%
60%
22%
10% 96% (-1%)
44%
42%
17% 96% (+15%)
38%
41%
96% (+5%)
26%
39%
30%
95% (-1%)
20%
50%
25%
25%
47%
23%
94%
94% (+5%)
31%
48%
15%
13% 91% (-8%)
45%
33%
17% 91%
48%
27%
36%
41%
14%
91%
88% (-4%)
25%
43%
20%
86%
26%
39%
20%
72% (-21%)
32%
24%
15%
34%
25%
6%
65% (-34%)

Fire Department
FCSS/Resource Centre
Pathways
Parks, sports fields and greenspaces
Parent Link Centre
Waste, recycling and organics collection
Eco-centre drop-off services
Support services for seniors
Support services for families
Town operated activities & programs for youth
Arts and culture programming
RCMP services
Snow and Ice control on arterial and collector roads
Public engagement
Municipal enforcement (bylaw/animal control)
Road maintenance
Affordable housing offered by the Town
Land use and neighbourhood planning

5 - Very Satisfied

Q9. Please rate how satisfied you are with each…
n = 202 to 395
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30%
41%

60%
51%

Quality of drinking water

4

3

Satisfaction with land
use/neighbourhood planning
witnessed the largest drop in
satisfaction scores. This is especially
true amongst residents who have
lived in Cochrane for 6+ years (30%
top 2 box scores) than newer
residents (i.e., less than 5 years; 46%
top 2 box scores).
Affordable housing also declined
quite considerably as “very
satisfied” scores declined 42% from
57% to 15%. More specifically, those
that have lived in Cochrane for less
than 5 years were significantly more
likely to have been satisfied with
affordable housing (70% satisfied)
than those living in Cochrane for
longer than 5 years (29% satisfied)

Key Driver Analysis
Pathways

19%

Snow and Ice control on arterial and collector roads

16%

Arts & culture programming

8%

Land use and neighbourhood planning

8%

Affordable housing offered by the Town

7%

Municipal enforcement, including bylaw and animal control

6%

Support services for families

5%

Town operated activities and programs for kids and teens

5%

FCSS/Resource Centre

4%

Parks, sports fields and greenspaces
Parent Link Centre

3%

Fire Department

3%

Waste, recycling and organics collection

3%

RCMP services

2%

Support services for seniors

2%

Public engagement

2%

Road maintenance

2%

Eco-centre drop-off services

1%

Quality of drinking water

1%

Model run using relative importance analysis, with a fit of 74%.
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4%

Results revealed that satisfaction with
pathways and snow/ice control on arterial
and collector roads were the two strongest
predictors of quality of life. This suggests
that any changes to these two services will
have the largest influence on residents
quality of life.
Further, land use/neighbourhood planning
and affordable housing offered by the
Town are two areas related to the
development of the community that will
also have a large impact on overall quality
of life.

Importance-Performance Analysis
of Town Services and Programs

20.0

Pathways

Similar to 2014, land use and
neighbourhood planning represents the
highest priority area for the Town of
Cochrane. In addition to this, affordable
housing has shifted from a medium
priority area in 2014 to a high priority
area in 2019. These results provide
further evidence of the concerns
expressed by residents pertaining to
growth and affordable housing.

17.5
Snow and Ice control on
arterial and collector roads

15.0

IMPORTANCE

12.5

Arts & culture
programming

10.0

Land use and
neighbourhood planning

7.5

Municipal enforcement,
including bylaw and
animal control

Support services
for families
FCSS/Resource Centre

Affordable housing offered
by the Town

5.0

Town operated activities and programs for kids…

Road maintenance
0.0

21

3

Fire Department

Parent Link Centre

Public engagement

2.5

Parks, sports fields and
greenspaces

4

RCMP services
Eco-centre
Support services for
drop-off
seniors
services

PERFORMANCE

Snow and ice control experienced the
largest shift, moving from a high priority
area in 2014 to a strength.

Waste, recycling and
organics collection
Quality of drinking water
5

Maintain focus: high importance, high performance

Medium priority: low importance, low performance

Priority area: high importance, low-medium performance

Low priority: low importance, medium-high performance
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TAXATION AND USER FEES
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Perceptions about Value for
Tax Dollars
2019

2014

2009

51%

39%

72%

21%

62%

Good Value

10%

27%

Neutral Value

7%

9%

Perceptions of value for tax dollars
has decreased by 21% since 2014,
while the majority of the good value
ratings have shifted to neutral
ratings in 2019.
More residents aged between 35 to
54 years provided a neutral rating
(45%) than those aged 55 years and
older (30%).

Poor Value

Q10. Your property tax dollars are divided between the Town and the Province. In Cochrane, approximately two-thirds (67%) of your property
tax bill goes to the Town to fund municipal services. Considering the services provided by the Town, please rate the value you feel you receive
from your municipal property tax dollars?
Base n = 385
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Perceived Value of User Fees

Water treatment

Waste, recycling, and organics
collection fee

30%

Waste water fee

29%

Eco Centre fee

31%

Very Good Value (5)

12%

43%

43%

17%

46%

40%

40%

4

93% (+7%)

23%

92% (+7%)

20%

91% (+15%)

3

Q12. In your opinion, do you get good value or poor value for the user fees that you pay for
specific services.
n = 339 to 365
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98% (+10% VS. 2014)
While perceptions around taxation
have decreased since 2014,
perceived value for user fees has
increased during this time. This is
especially true for the Eco Centre,
which saw a 15% increase over the
last 5 years.
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TOWN CUSTOMER SERVICE DELIVERY
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Past 12-month Contact with the
Town of Cochrane
Yes - with employees

Yes - with Council

Yes - with both Council &
employees

No

25%

Total Contact
2019: 45%
2014: 58%

8%

12%

54%

Q13. Have you contacted or dealt with the Town of Cochrane or one of its employees in the last twelvemonths?
Base: All respondents (n=401)
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Contact with the Town of Cochrane is
much lower amongst younger residents.
Specifically, residents aged 18-34 year are
more likely to not have contacted the
Town of Cochrane in the past year (81%
had no contact vs. 43% from those 35+
years). Further, residents 35 to 54 years of
age are more likely to have contacted a
member of Town Council (14% vs. 7% from
those 55+ years, and 0% from those
between 18-34 years).

Type of resident Initiated
Contact
52%

In person, for example visiting Town offices

41%

By phoning the Town directly

22% (+15%)

Via email

10% (+9%)

Via the Town website

10%

Via social media
In writing, for example, writing a personal
letter or fax
Some other way

2%

(+1%)

(-3%)

Q14. When you contacted the Town or a member of Council wasit...
Base: All contacted(n=211)
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(+9%)

(-10%)

(+20% vs. 2014)

Town Department or Area Last Contacted
Planning and Development / Permits and Inspections

18%

Town Council / Mayor / Council member

16%

Waste and Recycling / Eco Centre

13%

Animal Services

9%

Water / Utilities

8%

Taxation / Property tax

7%

Parks and Recreation

6%

Municipal enforcement / by-laws

6%

Roads / Transportation

5%

Administration / Accounting
Economic Development / Tourism

4%
1%

Online / Social Media 1%
Family and Community Support Services 1%
Fire Department
Other

1%
4%

Q15. Specifically, what one Department or area of the Town did you most recently have contact with?
Base: All contacted(n=207)
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Satisfaction with Most Recent Contact
50%

Very Satisfied (5)

31%

4

3

9%

2

5%

Very dissatisfied (1)

5%

Not Satisfied
2019: 11%
2014: 18%

Q16. How satisfied were you with your most recent contact with theTown?
Base: All contacted (n=213)
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Satisfied
2019: 89%
2014: 82%

Reason for Level of Satisfaction with Contact
They were knowledgeable / helpful / able to
help me

38%

Good customer service / satisfied with service /
responded appropriately

21%

They were friendly / pleasant / courteous /
polite

19%

They were quick / efficient / professional /
addressed concerns right away

17%

They were unable to help me / didn’t resolve
the issue

10%

Didn’t listen / poor customer service / didn’t
get back to me

10%

Other

Q15. Please explain your rating [from previous page]?
Base: All contacted(n=210)
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7%

Attitudes Regarding Town Service Delivery

Town staff are knowledgeable

20%

The quality of service from the Town is consistently
high

24%

The Town of Cochrane practices open and accessible
government

25%

Town Councillors are available and responsive to my
concerns or questions
Town staff are easy to get a hold of when I need
them
The Town responds quickly to requests and concerns

17%

47%

22%
5 - Strongly agree

95%

28%

95% (+9% vs. 2014)

17%

44%

95% (+10%)

26%

52%
45%

23%

93%

19%

92% (+7%)

26%

44%
4

95%

12%

53%

27%

96%

21%
49%

34%

Town staff are courteous and helpful
Town staff are able to meet the diverse needs of
residents

47%

28%

91% (+13%)
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Q16. Thinking about your personal dealings with the Town of Cochrane, your general impressions and anything you may have read,
seen or heard, please tell me whether you agree or disagree with each of the following statements about the Town?
n = 255 to 378
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TOWN COMMUNICATIONS AND
WEBSITE

32

The Extent of Information Received
Just the right amount

Too little

Too much

90%
80%

75%

77%

23%

22%

1%

0%

1%

2009 (n=350)

2014 (n=401)

2019 (n=396)

71%

70%
60%
50%
40%
30%

28%

20%
10%
0%

Q18. In your opinion, do you currently receive too much, too little, or just the right amount of information from the Town of Cochrane?
Base: All respondents (n=401)
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Main Source of Information from the
Town
Newspaper articles

44%

Social media (Facebook, Twitter, Instagram)

25%

Town Website

9%
6%

(-7%)

Newspaper advertisements 5%

(-5%)

Direct Mail /Billing Inserts

(-6%)

Municipal Matters 4%
Digital signs

3%

Email (newsletters or notifications)

2% (-7%)

Online/website (general)

1% (-23%)

Contact a Town of Cochrane employee directly
Information flyers
Community Associations
Public Open-Houses/Information sessions/workshops
Cochrane Movie House ads
Other

(+11%)

1%
0.3% (-4%)
0.2%
0.1% (-1%)
0%
1% (-23%)

Q19. What is your main source of receiving information from the Town of Cochrane?
Base: All respondents (n=397)
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(-15% vs. 2014)
Newspapers remain the primary
source information about the town,
although there is a downward shift
occurring as newspapers were used
less frequently as an information
source than in 2014. At the same
time, the use of social media has
increased by 11% during this time.
An age difference was found here
with older residents (55+) relying
more heavily on newspapers (57%
usage), compared to younger
residents (18-34) who utilize social
media more regularly (33%).

Visits to the Town Website in the
Past 12 Months

Yes

70%

75% (-5% vs. 2014)
The majority of residents visiting the town
website are 35 to 54 years of age (80%, vs.
65% from those aged 55 years and older,
and 63% from those aged 18-35 years).

No

30%

25% (+5%)

Q23. Have you been to the Town of Cochrane's website in the last twelvemonths?
Base: All respondents (n=401)
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Town of Cochrane Website
How useful was the information and services available on the website?

Although overall scores remained similar from
2014, there are differences in the top value of “very
useful.” Specifically, 20% fewer residents in 2019
find the online services and website content as
“very useful” as compared to 2014.

(Base = 273)

19%

Very Useful

19%

3
2 4%
Not at all useful

Useful
2019: 92%
2014: 93%

55%

4

3%

Results showed that 90% of younger residents (1834) find the information and services available on
the website to be useful (vs. only 67% of those
55+).

Not useful
2019: 7%
2014: 7%

How easy was it to find what you were looking for?
(Base = 273)

The residents that find the website
most easy to use are aged 18-34
years (69% vs. 57% amongst those
aged 35 years and older).

21%

Very easy to use

39%

4

26%

3

11%

2
Not easy at all
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3%

Not Easy
2019: 14%
2014: 16%

Easy
2019: 86%
2014: 84%
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Public Engagement
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Awareness of and Participation in
Public Engagement
26%

Provided input to the Town of Cochrane online

20%

Provided input directly to a member of Council
Attended a Let's Talk Cochrane public engagement
event

9%

Attended a council meeting / open-house / info
session / political debate

7%

Attended a social event / charity event / trade show
/ rodeo

7%

Been involved in any other Town of Cochrane public
engagement activity (please specify)

3%

None of the above

Q26. We are interested in learning about your level of awareness of and participation in public
engagement. In the past 12 months have you…
Base: All used website (n=401)
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52%

Engagement with Residents
I have the opportunity to voice my opinions in
decisions that affect me
Town of Cochrane public engagement
opportunities are accessible and inclusive
The Town of Cochrane takes into account
public feedback to make decisions

The Town of Cochrane communicates to
residents how their input affected the decision
It was worthwhile for me to contribute to a
Let´s Talk Cochrane engagement opportunity
I am familiar with the Town's Let´s Talk
Cochrane engagement platform
I have contributed to a Let´s Talk Cochrane
engagement opportunity

14%

16%

12%

19%
14%

5 - Strongly agree

4

30%
23%

60%
54%

25%
3

Q27. Thinking about how the Town of Cochrane engages its residents, please rate your level of
agreement with the following
Base: All used website (n=264 to 365)
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74%
73%

40%

26%

6%

6% 5%

26%

25%

23%

84%

30%

41%

14%

89%
88%

34%

34%

19%

I provide my opinions to the Town of Cochrane
when there are issues of importance to me

21%

46%

21%

75% of town residents have not
participated in a Let’s Talk
Cochrane engagement
opportunity. This may be due to
only 12% of residents being
strongly familiar with the
platform. Further, only 14% of
residents strongly agree that the
Let’s Talk Cochrane platform is
worthwhile to contribute to.
60% of those 18 to 34 years of
age noted that they were not
familiar with the Town’s Let’s
Talk Cochrane engagement
platform (vs. 39% of those aged
35+ years being unfamiliar with
it).
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Segmentation Analysis
SEGMENTATION ANALYSIS
The results of the segmentation analysis produced four resident segments:
• At the top end we have those who are highly content with all aspects of Cochrane (accounting for 26% of residents)
• At the bottom end we have those who are highly disgruntled (accounting for 15% of residents).
• Sitting in the middle we have one group of residents who sit mostly on the positive side but exhibit weaker scores on neighbourhood
planning and land use. This group accounts for 34% of residents.
• Additional, we have a group of residents who are generally satisfied with the Town of Cochrane, but who exhibit weaker scores on
sense of belonging and connectedness. This group accounts for 25% of residents.

Highly satisfied with Cochrane –
community advocates

Highly
Content
[26%]

Very dissatisfied with Cochrane
– community hostages

Concerned with
Planning and Growth
[34%]

Don’t Feel
Connected
[25%]

Highly
Disgruntled
[15%]

Highly Content (26%)
Residents display the highest level of satisfaction across all
dimensions as well as the highest percentage of top 1 box
scores. This is particularly evident in areas of belonging and
community connectedness. These individuals are most likely
to take advantage of public engagement opportunities and
have confidence in Town staff to meet the needs of
residents.

98%

95%

98%

99%

Overall Quality of
Life

Satisfaction with
town services

Proud to live in
Cochrane

Likelihood to
recommend Cochrane

Reasons for worsened quality of life:
• Traffic congestion
• Town unable to handle growth

Worsened
14%

Improved
29%

Change in
Quality of
Life
No change
57%

Top 2 Box Scores

Defining Characteristics:
• 60% are not employed (presumably many have retired)
• 73% do not have children under the age of 18 living in
the household
• 85% do more of their recreational spending within
Cochrane

Reasons for improved quality of life:
• More recreational and social
opportunities
• More amenities, shopping and
restaurants
• Like the services the town provides

Concerned with Planning and Growth (34%)
Defining Characteristics:
• 64% have an annual income of $101k or more.
• 45% have 3+ people living in their home
• 49% have completed a university or post-grad degree
• 58% are currently employed

Residents have high satisfaction across most dimensions.
However, they tend to feel neutral about the health of the
Cochrane economy as well as the quality of services and
programs provided by the Town. This is most pronounced
when looking at affordability of housing and land use and
neighbourhood planning. Similarly, their top concerns are
congestion and Cochrane’s inability keep up with growth.

100%

76%

97%

96%

Overall Quality of
Life

Satisfaction with
town services

Proud to live in
Cochrane

Likelihood to
recommend Cochrane

Reasons for worsened quality of life:
• Traffic congestion
• Town unable to handle growth

Change in
Quality of
Life
No change
57%

Top 2 Box Scores

Improved
20%

Worsened
23%

Reasons for improved quality of life:
• More amenities, shopping and
restaurants
• Like the services the town provides
• More recreational and social
opportunities

Don’t Feel Connected (25%)
Residents have relatively high scores on most aspects of
community satisfaction. However, there is a marked contrast
when looking at questions pertaining to sense of belonging
and connectedness. Although they are satisfied with most
Town services, there is a concern with municipal
enforcement, affordability of housing, and land use.

90%

58%

93%

84%

Overall Quality of
Life

Satisfaction with
town services

Proud to live in
Cochrane

Likelihood to
recommend Cochrane

Reasons for worsened quality of life:
• Traffic congestion
• Town unable to handle growth
• Lack of services/amenities

Worsened
27%

No change
64%

Top 2 Box Scores

Defining Characteristics:
• 45% have 3+ people living in their home
• 41% have an annual income between $50k to $100k
• 33% completed a college diploma

Improved
9%

Change in
Quality of
Life

Reasons for improved quality of life:
• More amenities, shopping and
restaurants

Highly Disgruntled (15%)
Residents provide the lowest scores on all dimensions of
community satisfaction. This is most evident when looking at
the future of Cochrane and the health of the economy.
Access to daily activities is also a concern. These individuals
are also the least likely to engage with the community and to
believe that the Town listens to its residents.

44%

28%

31%

25%

Overall Quality of
Life

Satisfaction with
town services

Proud to live in
Cochrane

Likelihood to
recommend Cochrane

Reasons for worsened quality of life:
• Traffic congestion
• Town unable to handle growth

Improved
3%

Worsened
71%

Top 2 Box Scores

Defining Characteristics:
• 78% do not have children under the age of 18 living in
their household
• 60% have a household made up of 2 people
• 19% do most of their spending on essentials and 38%
do most of their recreational spending outside of
Cochrane.

Change in
Quality of
Life

No change
26%

Reasons for improved quality of life:
• None

2019 Community Satisfaction Survey

COMPARISONS TO CANADIAN CITIES
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Overview
COMMUNITY SATISFACTION DATABASE
Virtually all communities in Canada publish the results of their community satisfaction surveys, and include the full reports on their
website. NRG has compiled the survey results from community satisfaction surveys conducted across Canada into a single database.
We currently have more than 60 communities in our database.
Method 1: Comparing top two and three box score (4-point scales and 5-point scales, respectively). The drawback of this method is
that is produces little variability across cities, making it challenging to differentiate (see Appendix for graph). This method does yield
very high outcomes, but should be interpreted with caution due to the drawback noted.
Method 2: This approach includes results reported using a balanced scale (i.e., 5-point, 7-point, 11-point). Specifically, any studies
that provided a neutral option to respondents are included in this comparison (see Appendix for graph).
Method 3: Only scores pertaining to the absolute top box were used in this comparison. This represents residents who are very
satisfied (see Appendix for graph).

47

Quality of Life Ranking

Quality of Life

Rank

Method 1

98%

T2nd

Method 2

90%

1st

Method 3

50%

T11th

48

Method 1: Amongst 62 cities across Canada, Cochrane
tied for 2nd place with 14 other cities, with a good
quality of life rating of 98%.
Method 2: Cochrane ranked 1st for quality of life
amongst 18 Canadian cities when top two box scores
from balanced scales are compared.
Method 3: When comparing only the top box scores,
Cochrane ranked 11th out of 57 Canadian cities for
quality of life

Quality of Life Across Alberta
Absolute Top Box Scores in Alberta
70% 70%

65%
55%

50% 50% 48%

44% 42%
33% 30% 30%

4th
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25% 23% 23%
21% 19%

Cochrane ranks 4th in Alberta (tied with Banff) for quality of life
when comparing the absolute top box scores. 50% of Cochrane
residents agree they have a “very good” quality of life in
Cochrane.

15% 14%

Community Satisfaction Ranking

Community
Satisfaction
Method 1

94%

Rank
T5th

Method 2

90%

14th

Method 3

19%

T37th

50

Method 1: Cochrane tied for 5th (with four other cities)
across 58 Canadian cities with a satisfaction rating of
94%.
Method 2: Cochrane ranked 14th amongst 25 Canadian
cities, when observing top 2 scores with a balanced
scale.
Method 3: Amongst 56 Canadian cities, Cochrane
ranked 37th utilizing only the top score of “very
satisfied.”

Satisfaction of Town Services Across Alberta
Absolute Top Box Scores in Alberta
69%

41%

39%

35%

9th

51

35%

32%

30%

24%

24%

24%

20%

19%

17%

17%

Cochrane ranks 9th in Alberta for satisfaction of town services
when comparing the absolute top box scores. 19% of Cochrane
residents agree they are “very satisfied” with the services
provided by the Town of Cochrane.

16%

15%

15%

12%
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SUMMARY OF KEY FINDINGS
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Strategic Insights
Perceptions of the Town’s performance are quite positive: In 2019, 94% (top 3 box score) of residents reported
that they were satisfied with the overall level and quality of programs and services provided by the Town of
Cochrane. This reflects a 1% increase from the 2014 results, and a 3% bump since 2009. The largest improvements
were found in satisfaction with:
• Pathways (97% Top 3 Box Score; 15% increase since 2014)
• Eco Centre drop-off services (96% Top 3 Box Score; 15% increase since 2014)
It is important to note, however, that some programs and services experienced significant declines in satisfaction
over the last 5 years. Specifically, residents reported lower levels of satisfaction with:
• Land use and neighbourhood planning (65% top 3 box score; 34% decrease since 2014)
• Affordable housing offered by the town (72% top 3 box score; 21% decrease since 2014)
Perceptions of Tax Dollars: Compared to 2014, there was a significant decrease in resident perceptions of the
value for tax dollars received. Specifically, perceptions for value of tax dollars has decreased by 21% since 2014
with just over half of residents reporting a ‘good value’ rating (51%). Despite this, perceptions surrounding the
value of user fees has increased during this time, especially for the Eco Centre which saw a 15% increase since
2014.
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Strategic Insights
Customer service delivery is positively perceived: Amongst residents who have had contact with the Town, 89%
(Top 3 Box Score) indicated that they were satisfied with their most recent contact. This represents a 7% increase
from the 2014 results. The primary reasons behind resident satisfaction were that the staff were
knowledgeable/helpful (38%), staff provided good customer service (21%) and staff were polite/friendly (19%).
When evaluating resident attitudes toward town service delivery, 95% of residents agreed that the quality of
service from the Town is consistently high (9% increase since 2014). In addition to this, there was a 13% increase in
resident agreement that the Town responds quickly to their requests and concerns (91% 2019 vs. 78% 2014), and a
7% increase in agreement that town staff are easy to get a hold of when they are needed (92% 2019 vs. 85% 2014).
Let’s Talk Cochrane: 75% of residents have not participated in a Let’s Talk Cochrane engagement opportunity. This
is largely due to a lack of awareness as only 12% of residents surveyed were strongly familiar with the platform.
This is especially true amongst 18-34 year olds with 39% of residents in this age group being aware of Let’s Talk
Cochrane. Further, few residents agree that the Let’s Talk Cochrane platform is worthwhile to contribute to (14%
strongly agree). This suggests that there is an opportunity to develop a communication and engagement plan that
educates residents on the purpose of this platform and to better inform residents of the opportunity available to
them.
Town’s website: 70% of residents have visited the town website in the last 12 months. Residents view the Town’s
website in a positive light with 92% (top 3 box score) of residents indicating that the information and services
available on the website were useful. Further, 86% (top 3 box score) of residents found it easy to find what they
were looking for. Younger residents (18-34) were more likely to find the information and services available on the
website to be useful (90%) than older residents (67% of those 55+).
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Strategic Insights
Traffic Congestion: Residents indicated that traffic congestion is the most important local issue today. Since the
survey conducted in 2014, this issue has increased by 18%, suggesting that the growth of the Town has had a
negative impact on traffic congestion. This is an important issue to consider as 68% of residents indicated that
traffic congestion is a cause of poor quality of life in the Town of Cochrane. It is important to continue to evaluate
traffic congestion as development continues throughout Cochrane as this can have a significant impact on
residents’ quality of life overall.
Road Maintenance: Despite issues surrounding traffic congestion, residents are very satisfied with road
maintenance throughout the Town. Specifically, 91% (top 3 box score) of residents indicated that they are
satisfied with snow and ice control on arterial and collector roads, while 86% (top 3 box score) are satisfied with
road maintenance. This is an important area to maintain as it may help alleviate some challenges relating to
traffic congestion, especially in winter months.
Growth and Development: Results revealed that residents are considerably dissatisfied with land use and
neighbourhood planning (65% top 3 box score), which represents a 34% decrease in satisfaction scores since
2014. Further, 40% of residents indicated that controlling and managing the growth of the town is an important
local issue to address, while 68% (top 3 box score) of residents believe that it is possible for Cochrane to grow
while maintaining the quality of life they have come to enjoy. Concerns pertaining to growth are especially
prevalent amongst residents who have lived in Cochrane for 6+ years. Specifically, residents who have lived in
Cochrane for 6+ years are less confident in the towns ability to grow while maintaining the quality of life they
have come to enjoy (35% bottom 2 box score) compared to those who have lived in Cochrane for 5 years of less
(21% bottom 2 box score). It is important to continue to inform residents of ongoing developments throughout
the town, and to educate them on what is to come to ensure that they are aware of the potential effects the
development will have on their daily lives. This is currently being done, as 83% of residents believe they are
informed about new developments.
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Strategic Insights
Community Engagement: Research consistently reveals that individuals need to feel a sense of belonging and a
personal connection to their environment. While people might not be consciously aware of these intangibles, they
do play an important role in determining quality of life and satisfaction with their community. Residents in
Cochrane have a considerably strong sense of belonging in the community (96% top 3 box score), with a majority
feeling as though they are connected to the community (88% top 3 box score). A strong connection to the
community is especially true amongst older residents. Specifically, residents 35 years of age and older report higher
levels of connection to Cochrane (93% top 3 box score) thank residents 18-34 (75% top 3 box score). Increasing
resident connections to the community will have a significant impact on overall quality of life and satisfaction with
the Town of Cochrane overall.
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Quality of Life Across Canada
Method 1: Top 2 Scores (4-point scale) and Top 3 (5-point scales)
98%

100%

2nd

50%
0%

Method 2: Top 2 Scores (5-point scales)
100%

1st

90%

50%
0%

100%

11th

50%
0%
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Method 3: Absolute Top Box Score
50%

Satisfaction with City/Town Services Across Canada
Method 1: Top 2 Scores (4-point scale) and Top 3 (5-point scales)
100%

5th

94%

50%
0%

Method 2: Top 2 Scores (5-point scales)
100%

14th

71%

50%
0%

100%

37th

50%
0%

60

Method 3: Absolute Top Box Score

19%

Respondent Profile
Age

Gender
65%

60%
40%

31%

69%
31%

4%
18 to 34

35 to 54

55 and over

Man

Woman

Years Lived in Cochrane
15%

5 Years or Less

61

Children Under the
Age of 18 in the
Home

24%

24%

6-10 Years

11-19 Years

Yes

37%

20+ Years

No

Respondent Profile
Annual Household Income
33%

40%

27%

23%

18%

Less than $50,000

$50,000 to
$100,000

High Level of Education Achieved

$101,000 to
$150,000

27%

20%

More than
$150,000

13%

Completed high
school or less

Some postsecondary

Completed a
college diploma

Completed
university degree
or post-grad
degree

Neighbourhood Lived In
14%
10%

10%
5%

62

5%

5%
2%

1%

5%
1%

1%

2%

2%

2%

8%

6%
0%

2%

1%

0%

1%

10%

