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Executive Summary 

After approving its current Strategic Plan in 2009, the Town of Richmond Hill wanted to measure how it 

was progressing in the implementation of this Plan. A survey, conducted every 3 to 4 years amongst 

randomly selected residents of the Town 18 years of age or older, has been one tool used to measure 

this progress. In 2016, the Town hired Forum Research to complete this survey.  

The main objectives of the survey were to: 

 Obtain the views of the community on progress in achieving the four goals of the Town’s 

Strategic Plan (stronger connections; better choice; more vibrant and wise management of 

resources); 

 Determine overall impressions toward quality of life in Richmond Hill and identify issues of 

importance to the community; and, 

 Measure resident satisfaction with the Town’s services and identify key areas for improving 

overall satisfaction with services moving forward. 

A total of 809 interviews were conducted between February 5 and February 29, 2016. Respondents had 

the option of completing the survey in English, Cantonese, Farsi or Russian.  

Life in Richmond Hill: 

The results of the 2016 Community Survey for the Town of Richmond Hill indicate that resident attitude 

and satisfaction is positive, with nearly all respondents (96%) saying they were either very or somewhat 

satisfied with Richmond Hill as a place to live. As the Town continues to grow over time, residents 

believe its greatest appeal is its location/close to amenities (46%), the Town’s parks and open spaces 

(20%), the community spirit (18%), as well as safety (16%). The majority of respondents also agreed that 

Richmond Hill is a welcoming community, Richmond Hill is a vibrant community, infrastructure is well-

maintained, and that they felt a strong sense of belonging to the Town. 

Satisfaction with Services: 

When it comes to satisfaction with services, 94% said they were satisfied (either very or somewhat) with 

the services offered by the Town of Richmond Hill overall. Satisfaction scores for individual services 

were very positive, ranging from 61% (lowest score) to 99% (highest score). Consistent with satisfaction 

levels historically, respondents were most satisfied with fire protection services (99%), libraries (95%), 

condition and maintenance of water and sewage systems (95%), as well as garbage and recycling 

collection (93%).  

To improve satisfaction with services overall, the Town must focus on service areas that are most 

important and have the most room for improvement. Based on the derived importance analysis 

completed, where the level of importance is compared against the satisfaction level achieved, the top 

five service areas driving overall satisfaction, in order of room for improvement are: land use planning, 

by-law and parking enforcement, environmental protection, snow clearing from roads and sidewalks, as 

well as road quality and maintenance.  
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Community Engagement, Information and Communication: 

When it comes to the current opportunities offered by the Town of Richmond Hill to engage or be 

consulted regarding important matters, the majority of respondents (61%) were satisfied with the level 

of engagement/consultation the Town offers. Moving forward, respondents said they would most prefer 

to provide feedback to the Town through a survey; specifically via email, online, or by telephone. 

Beyond taking part in a survey, respondents said they would be interested in providing feedback 

through public meetings, as well as through social media.  

Natural Areas and the Environment: 

Amongst respondents who said they had visited one of Richmond Hill’s parks, trails or natural areas in 

the past year, The largest proportion of respondents said they felt safe (95%), the park/trail/area was 

close to their home (94%), and that the area was clean and well-maintained (92%). Satisfied with the 

Town’s job in maintaining Richmond Hill’s natural areas, residents are also taking steps to support the 

environment through various actions of their own. Particularly within the past year, respondents said 

they have reduced energy usage in their homes (91%), reduced their garbage and trash (88%), and have 

also taken steps to conserve water (85%).  

Planning for the Future: 

When asked about the Town’s budget, the majority of respondents continue to support maintaining or 

increasing services primarily by increasing user fees for those particular services. Furthermore, 

respondents believe the Town’s reserves should be invested in water quality (90%) as well as 

transportation including roads and bridges (90%). 
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Background and Research Objectives 
 

The Town of Richmond Hill, located in the southern portion of York Region and part of the Greater 

Toronto Area (GTA), has been one of Canada’s fastest growing communities since the 1990s. Rich in 

diversity, heritage, and natural area for recreation, Richmond Hill is a great place to live, work and play. 

To continue to improve quality of life and services for its residents, the Town hired Forum Research to 

conduct the 2016 Community Survey which is typically completed every three or four years.  

The research objectives of the 2016 Community Survey for the Town of Richmond Hill were to:  

 Obtain the views of the community on progress in achieving the four goals of the Town’s 

Strategic Plan (stronger connections; better choice; more vibrant and wise management of 

resources); 

 Determine overall impressions toward quality of life in Richmond Hill and identify issues of 

importance to the community; and, 

 Measure resident satisfaction with the Town’s services and identify key areas for improving 

overall satisfaction with services moving forward. 

Results of the 2016 Community Survey were benchmarked against community surveys conducted in 

2000, 2002, 2007 and 2012. All historical results are included within this report. Due to changes in the 

questionnaire, some questions could not be benchmarked to previous surveys. 

Sampling and Methodology 

The 2016 Community Survey for the Town of Richmond Hill was conducted via computer-assisted-

telephone-interviewing (CATI) methodology, amongst randomly selected residents. A total of 809 

interviews were conducted between February 5 and February 29, 2016, each approximately 18 minutes 

in length. The margin of error is +/-3.5%, 19 times out of 20. The data were weighted to reflect the age, 

gender and ward of the 18+ population of the Town of Richmond Hill based on the most recent Census 

data.  

The response rate for this survey was eight percent, which is typical of a telephone survey with multiple 

quotas (age and ward quotas were set for the 2016 survey). Quotas by age were set to achieve a 

minimum of n=100 completes among residents aged 18 to 35. Ward quotas of n=120 were also set to 

ensure each ward was represented within the data.  

It should be noted that quotas tend to weaken response rates. This is because near the end of field 

interviewers are forced to refuse respondents who do not fulfill the criteria needed to complete the 

remaining quotas.  

As an example, younger residents (aged 18 to 35) are typically harder to reach by telephone for a 

number of reasons. If near the end of field, the age quota for respondents aged 18 to 35 is the only 

quota that has not yet been reached, interviewers must refuse any respondent over the age of 35 

despite their interest to participate in the survey.  

Although setting quotas lowers response rates, it ensures that key demographics are represented within 

the results.  
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In an effort to be as inclusive as possible, respondents were given the option to complete the survey in 

English, Cantonese, Farsi or Russian, as these are the top languages spoken in the Town of Richmond Hill 

according to Statistics Canada.  

All randomly selected respondents were asked, after a brief introduction, if they were comfortable 

conducting the interview in English. Respondents who said they were not, were then asked if they would 

prefer to receive a call back to complete the survey in either Cantonese, Farsi or Russian. In the case that 

a respondent expressed interest to complete the survey in one of the specified languages, the 

interviewer would arrange a hard call back (i.e. scheduled call back at a particular date and time) in the 

preferred language.  

A total of 169 call backs were requested in a different language (35 in Russian, 103 in Cantonese, and 31 

in Farsi); six of which resulted in completed interviews and were conducted in Russian.  

Call backs were attempted up to 6 times per week after the hard call back date (if the hard call back did 

not result in a connection with a live person), and there were no attempts to connect with a respondent 

before the hard call back date. One of the biggest challenges of conducting a survey in multiple 

languages is that toward the end of field, once a connection is finally made, the respondent will still 

need to consent to complete the survey (often a respondent will no longer want to participate), as well 

as qualify to participate in the survey depending on what quotas need to be filled.  
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Questions and Analysis 
 

Richmond Hill completed community surveys in 2000, 2002, 2007 and 2012. However, some changes 

were made in the way the data were analyzed in 2016. The purpose of these changes were to improve 

comparability of results among previous years, as well as to better inform future planning. The nature of 

these changes, as well as other analytical considerations, are noted below.  

Derived Importance 
Forum Research removed ‘stated’ importance questions and introduced ‘derived importance’ to help 

determine strategic priorities for the Town of Richmond Hill moving forward. Derived importance is a 

statistical calculation based on the correlation between the input variables (i.e. satisfaction with 

individual services and programs) and an outcome variable (i.e. satisfaction with services overall). This 

correlation reveals the extent to which each service is related to, or drives, overall satisfaction with 

services.  

It is generally regarded in marketing research that stated importance- that is asking a respondent to 

state how important a service item is to them- is not a reliable measure of the degree to which any 

service impacts the outcome variable being measured (i.e. satisfaction with services overall, quality of 

life, etc.). This is because people tend to over- or under-state the importance of attributes for a variety 

of reasons. Driver analysis is considered a more reliable measure of importance as it relies on a 

statistical predictive model to help determine key areas for service improvement.     

Treating ‘Don’t know’/‘No opinion’ Response 
In instances where respondents were asked to rate their satisfaction with various services offered by the 

Town of Richmond Hill, those who were unable to provide a response (i.e. answered “don’t know” or 

“no opinion”) to that specific question were removed from the analysis. This is to ensure that 

performance scores for key tracking questions are not over or understated due to variations in the 

proportion of the “don’t know” response category.  

Please note that this response category was not removed from the analysis of satisfaction scores in 

previous surveys. To increase comparability of service levels, ‘don’t know’ responses were also removed 

from satisfaction scores reported in 2007 and 2012. The analysis in this report reflects this change.  

Statistical Significance Testing 
Forum Research applied statistical significance testing to analyze survey results by certain demographics 

(i.e. age, gender, number of years lived in Richmond Hill, etc.). Statistical significance testing tells us 

whether or not differences between the observed percentages reflect real differences in the population, 

or are merely a chance occurrence. As well, it allows for deeper analysis of different segments among 

the population. Statistical significance takes into account difference in percentage points, sample size, 

distribution, etc. For this reason, given two sets of variables with the same percentage point difference 

it may be found that one reveals a statistically significant difference in the population, while the other 

does not. Only statistically significant differences by various demographics that are seen as important to 

the analysis are discussed within this report.   
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Understanding “Top 2 Box” and “Bottom 2 Box” Score  
The Top 2 Box score (also referred to as Top 2 Box %) is a research wide accepted practice and is the 

best way to understand satisfaction when using a 4 or 5 point scale. It is the net percentage of the two 

highest categories on the rating scale. For example, when the scale is: very satisfied, somewhat satisfied, 

somewhat dissatisfied, and very dissatisfied, the combined numbers of respondents who answered 

either ‘very satisfied’ or ‘somewhat satisfied’ would be reported as the Top 2 Box score. Conversely, the 

Bottom 2 Box score is the net percentage of respondents of the two lowest categories of the rating 

scale. Using the same example, the combined number of respondents who answer ‘somewhat 

dissatisfied’ or ‘very dissatisfied’ would be grouped together to represent the Bottom 2 Box score (or 

Bottom 2 Box %).  

It should also be noted that in some cases, Top 2 Box scores or total scores may seem to be reported 

incorrectly. For example, 25% and 5% may have a Top 2 Box score of 31% or 29%; in other instances, 

total scores may add up to 101% or 99%. This is due to rounding error. All combined scores and total 

scores presented within this report are correct.  
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Life in Richmond Hill 

Richmond Hill as a Place to Live 
How do residents feel about the Town of Richmond Hill as a place to live? The overwhelming majority 

(96%) said they were either very, or somewhat satisfied with Richmond Hill as a place to live (53% and 

42%, respectively). Satisfaction levels are consistent with results reported historically, with a slight 

increase in the proportion of respondents who said they were ‘very’ or ‘somewhat satisfied’ since 2012 

(up 2%).  

Richmond Hill As a Place To Live (in %) 

2000**
(n=509) 

2002**
(n=523) 

2007 
(n=600) 

2012 
(n=600) 

2016 
(n=808)1

Very/somewhat 
satisfied 

93% 96% 94% 94% 96% 

Very satisfied 37% 38% 53% 59% 53% 

**Not directly comparable due to coding differences 

1 The “n” referenced throughout this report refers to the size of the sample (i.e. number of respondents) that 
provided a response to each respective question and/or was included within the analysis. 

Q1T. How do you generally feel about the Town of Richmond Hill as a place to live? Would you say you 
are...? [Excludes don’t know]

96

4

53

42

3

1

Top 2 Box

Bottom 2 Box

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

2016 (n=808)
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Most Appealing Thing about Richmond Hill 
When respondents were asked what they believe to be the most appealing thing about Richmond Hill, 

top of mind responses included: its location/close to amenities (46%), lots of parks and open spaces 

(20%), as well as close knit/high community spirit (18%). 

Most Appealing Things About Richmond Hill (in%) 

Q2T. What, in your opinion, would you say are the most appealing things about Richmond Hill? 
[All respondents] 

46

20

18

16

12

9

9

8

7

6

6

6

5

5

5

4

3

3

3

2

2

2

6

3

3

Location/close to amenities
Lots of parks and open spaces

Close-knit/high community spirit
Safe

Clean
Green/sustainable community

Multicultural/tolerant
Peaceful/quiet

Access to arts and culture
Quality of life

Access to high tech. and infrastructure
Schools/education

People's friendliness
Efficient public transit

Lack of traffic congestion
It's a small community/town

Shopping
It's convenient

Community services
Affordable place to live

Family
Everything

Other
None/nothing

Don't know

2016 (n=809)
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Appeal of Richmond Hill across Time 
When looking at residents’ top of mind responses for things that are most appealing about Richmond 

Hill across time, the largest proportion of respondents consistently mention location/close to amenities. 

New mentions from residents in 2016 included but are not limited to: access to high technology and 

community infrastructure (6%), people’s friendliness (5%), the small Town feel (4%), shopping (3%), as 

well as convenience (3%). 

Top of Mind Responses (Top 5) 
2002 

(n=526) 
2007 

(n=600) 
2012 

(n=600) 
2016 

(n=809) 

Location/close to amenities 36% 39% 41% 46% 

Lots of parks and open spaces 17% 24% 15% 20% 

Close-knit/high community spirit 32% 15% 24% 18% 

Safe 20% 19% 13% 16% 

Clean 26% 20% 12% 12% 

Green/sustainable community - - 6% 9% 

Multicultural/tolerant 3% 3% 7% 9% 

Peaceful/quiet - 6%** 4%** 8% 

Access to arts and culture 2% 2% 4% 7% 

Quality of life 5% 8% 8% 6% 

Access to high technology and community 
infrastructure 

- - - 6% 

Schools/education - 3% 4% 6% 

People's friendliness - - - 5% 

Efficient public transit 2% 7% 4% 5% 

Lack of traffic congestion 2% 4% 3% 5% 

It's a small community/town - - - 4% 

Shopping - - - 3% 

It's convenient - - - 3% 

Community services - 3%** 3%** 3% 

Affordable place to live - - - 2% 

Family - - - 2% 

Everything - - - 2% 

Other - - - 6% 

None/nothing - - - 3% 

Don’t know 5% 5% 6% 3% 

**Not directly comparable due to coding differences 
[Question was not asked in 2000]
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Most Important Future Issues 
Looking toward the future, the Town of Richmond Hill was interested in hearing what residents felt are 

the most important issues that the Town will have to deal with in the next five to ten years. The largest 

proportion of respondents said traffic, improving public transit, as well as urbanization/overcrowding. 

Most Important Issues (in%) 

Q3T. What do you think are the most important issues that Richmond Hill will have to deal with in the 
next 5 to 10 years? [All respondents]

45

31

26

13

11

10

10

9

8

7

5

5

4

4

3

3

3

2

2

2

12

2

3

Traffic
Improving public transit

Urbanization/overcrowding
Land use/development/urban sprawl

Improving the road system
Infrastructure

Public services
Taxes/user fees

Intensification/infill development
Cost of living

Environmental protection
Aging population

Natural areas protection
Housing

Population growth
Economy growth

Recreational/sports activities/programs
Public safety

Community services
Jobs

Other
None/nothing

Don't know

2016 (n=809)
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Most Important Issues over Time 
Looking at results over time, traffic continues to be a top issue that respondents believe the Town of 

Richmond Hill will have to deal with in the coming years. Additionally, as concern over land 

use/development/urban sprawl has become less prevalent in the mind of respondents over time, 

improving public transit continues to be a growing concern. Other issues respondents felt the Town will 

have to deal with, which had not been mentioned in previous years, included infrastructure (10%), taxes 

and user fees (9%), intensification/infill development (8%), as well as Richmond Hill’s aging population 

(5%).  

Top of Mind Responses 
2000 

(n=516) 
2002 

(n=526) 
2007 

(n=600) 
2012 

(n=600) 
2016 

(n=809) 

Traffic 44% 43% 34% 33% 45% 

Improving public transit 20% 26% 20% 26% 31% 

Urbanization/overcrowding 36% 41% 36% 25% 26% 

Land use/development/urban sprawl 26% 34% 17% 18% 13% 

Improving the road system - 13% 10% 9% 11% 

Infrastructure - - - - 10% 

Public services 15% 7% 7% 4% 10% 

Taxes/user fees - - - - 9% 

Intensification/infill development - - - - 8% 

Cost of living - 19% 7% 6% 7% 

Environmental protection - 22% - 3% 5% 

Aging population - - - - 5% 

Natural areas protection 22% 26% 9% 3% 4% 

Housing - - - - 4% 

Population growth - - - - 3% 

Economy growth - - - - 3% 

Recreational/sports activities/programs - - - - 3% 

Public safety - - - - 2% 

Community services - - - - 2% 

Jobs - - - - 2% 

Other - - - - 12% 

None/nothing - - - - 2% 

Don’t know 10% 3% 9% 6% 3%
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Perceptions toward Community Life 
It was important for the Town of Richmond Hill to gauge how residents perceived the level and strength 

of community life in the Town. Respondents most strongly agreed that Richmond Hill is a welcoming 

community (85%), Richmond Hill is a vibrant community (83%), infrastructure is well-maintained (83%), 

and that they felt a strong sense of belonging to the Town (79%). Contrastingly, respondents were less 

likely to agree that tax dollars were being used effectively (59%), there are meaningful opportunities for 

volunteering in the Town (65%), and that they feel connected to their neighbours (69%).  

These findings were fairly consistent with 2012, with the most notable decline in agreement levels when 

it came to tax dollars being used effectively (down 7%) and opportunities for volunteering (down 6%).  

Perceptions Toward Community Life (% rated 5, 6 or 7) 

Q8T. I am going to read you a list of statements. Using a scale of 1 to 7 where 1 means “strongly disagree” and 
7 means “strongly agree,” please rate the extent to which you agree or disagree with each statement. [All 

respondents] 

85

81

83

81

78

74

71

71

66

85

83

83

79

78

71

69

65

59

Richmond Hill is a welcoming community

Richmond Hill is a vibrant community

Infrastructure is well-maintained

You feel a strong sense of belonging to Richmond
Hill

The diversity in Richmond Hill is one of its
strengths

Richmond Hill is environmentally responsible in its
actions

You feel connected to your neighbours

There are meaningful opportunities to volunteer in
the Town

Your tax dollars are being used effectively by the
Town of Richmond Hill

2012 (n=600) 2016 (n=809)
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Satisfaction with Services 

Overall Satisfaction with Services 
How satisfied are residents with services offered by the Town of Richmond Hill overall? The large 

majority of respondents (94%) said they were either very or somewhat satisfied with services offered by 

the Town of Richmond Hill overall; though the larger proportion said they were only somewhat satisfied.  

Respondents who have lived in Richmond Hill for 1 to 5 years were significantly more likely to say they 

were satisfied (either very or somewhat) than were respondents who have lived in the Town for 10 

years or more (99% vs. 93%, respectively). 

Similar studies conducted by municipalities in the Greater Toronto Area (GTA) over the past two years, 

such as Brampton, Newmarket, Vaughan, Milton and Burlington, report overall satisfaction scores which 

range from 80 to 95 percent. For this reason, the Town of Richmond Hill is at the head of the pack when 

it comes to resident satisfaction with services overall. 

Overall Satisfaction with Services (in %) 

Q4A. Thinking about all of the services offered by the Town of Richmond Hill, how satisfied are you with 
the quality of services overall? Would you say…? [All respondents; excludes don’t know] 

94

6

37

56

5

2

Top 2 Box

Bottom 2 Box

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

2016 (n=797)
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Satisfaction with Individual Services 
Respondents were asked to rate their satisfaction with various services offered by the Town of 

Richmond Hill. Looking at Top 2 Box scores (somewhat/very satisfied), highest satisfaction was recorded 

for: fire protection services (99%), libraries (95%), condition and maintenance of Town water and 

sewage systems (95%), as well as garbage and recycling collection (93%). Contrastingly, lowest 

satisfaction was recorded for: land use planning (61%), by-law and parking enforcement (69%), as well 

as snow clearing from roads and sidewalks (77%). It should be noted that low satisfaction scores for 

services such as land use planning is to be expected in a growing community such as Richmond Hill, 

particularly as it moves towards intensification. 

For service areas for which there is comparable information, the Town of Richmond Hill is on par with, 

or performing better than, other communities within the GTA; this includes fire protection services, 

libraries, garbage and recycling collection, recreation facilities, street lighting, as well as snow clearing 

from roads and sidewalks.  
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Satisfaction with Individual Services (in %) 

Q4BT. Overall, how satisfied are you with the quality of these services in Richmond Hill? Starting with 
<item>. Is it <read scale>? [Excludes don’t know] 

79

61

53

59

53

45

47

57

41

48

43

34

28

37

26

15

20

34

41

34

38

46

44

32

47

39

44

46

51

40

42

46

1

4

3

5

6

6

7

8

9

11

6

13

16

14

18

27

1

2

2

3

3

2

3

3

2

7

7

5

8

14

12

Fire protection services (n=709)

Libraries (n=729)

Condition and maintenance of Town water and sewage
systems (n=746)

Garbage and recycling collection (n=795)

Recreation facilities (n=738)

Administrative services (766)

Recreation and culture programs (n=736)

Parks, open spaces and pathways (n=797)

Condition and maintenance of Town sidewalks (n=791)

Street lighting (n=800)

Animal control services (n=539)

Environmental protection (n=697)

Road quality and maintenance (n=806)

Snow clearing from roads and sidewalks (n=805)

By-law and parking enforcement (n=737)

Land use planning (n=696)

Very satisfied Somewhat satisfied Somewhat dissatisfied Very dissatisfied

Top 2 

Box 

Score:

99%

95%

95%

93%

91%

91%

91%

89%

88%

87%

87%

80%

79%

77%

69%

61%
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Satisfaction with Services over Time  
The following table presents Top 2 Box scores (very satisfied/somewhat satisfied) for various services 

offered by the Town of Richmond Hill over time.2 Resident satisfaction remains consistently high for 

services such as fire protection, libraries, condition and maintenance of Town water and sewage 

systems, as well as garbage and recycling. The most significant changes to satisfaction were recorded for 

land use planning (down 11 percent), by-law and parking enforcement (down 10 percent), and 

environmental protection (down 9 percent). 

2 It is important to note that all “don’t know” responses were removed from this analysis; not only for the current 
survey period, but all previous survey years to increase comparability of service levels across time.  

It is important to note that for nearly all the services where a significant drop in satisfaction was 

recorded compared to 2012, satisfaction levels were not significantly different from scores recorded in 

2007 (with the exception of satisfaction with land use planning). 

Services 2007 2012 2016 

% Change from 
2012 

(*indicates statistically 
significant change) 

Fire protection services (i.e. the fire department) 99% 99% 99% 0% 

Libraries 94% 95% 95% 0% 

Condition and maintenance of Town water and 
sewage systems 

93% 97% 95% -2% 

Garbage and recycling collection 86% 94% 93% -1% 

Recreation facilities (including arenas) n/a n/a 91% n/a 

Administrative services, such as payment of bills, 
registration for programs, payment of tickets 

91% 93% 91% -2% 

Recreation and culture programs n/a n/a 91% n/a 

Parks, open spaces and pathways 89% 94% 89% -5%*

Condition and maintenance of Town sidewalks 88% 90% 88% -2%

Street lighting 88% 91% 87% -4%*

Animal control services 83% 91% 87% -4%*

Environmental protection 82% 89% 80% -9%*

Road quality and maintenance 79% 84% 79% -5%*

Snow clearing from roads and sidewalks 81% 83% 77% -6%*

By-law and parking enforcement 70% 79% 69% -10%*

Land use planning 71% 72% 61% -11%*

Results gathered in 2000 and 2002 are not directly comparable due to differences in the scale (Very satisfied/Satisfied)
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Improving Satisfaction with Services 
Derived importance is based on the correlation between satisfaction with individual services as 

determined in Q4b (p. 17), and satisfaction with services provided by the Town overall as determined in 

Q4a (p. 16). “Level of Satisfaction” is the Top 2 Box score (very/somewhat satisfied) for each individual 

service.  

The table below takes into account two key variables: first, the extent to which each service drives (has a 

correlation with) overall satisfaction; second, opportunity for improvement for each individual service 

(determined by the proportion of respondents who were not very/somewhat satisfied). By focusing on 

services that are most important (i.e. drive overall satisfaction) and have the most room for 

improvement, the Town can be the most productive with its resources.  

The top five service areas driving overall satisfaction, in order of room for improvement are: land use 

planning, by-law and parking enforcement, environmental protection, snow clearing from roads and 

sidewalks, as well as road quality and maintenance.  

Rank Service 
Derived 

Importance 
Level of 

Satisfaction 

1 Land use planning 0.347 61% 

2 By-law and parking enforcement 0.277 69% 

3 Environmental protection 0.405 80% 

4 Snow clearing from roads and sidewalks 0.335 77% 

5 Road quality and maintenance 0.352 79% 

6 Condition and maintenance of Town sidewalks 0.373 88% 

7 Parks, open spaces and pathways 0.386 89% 

8 Animal control services 0.294 87% 

9 Recreation and culture programs 0.411 91% 

10 
Administrative services, such as payment of 
bills, registration for programs, payment of 

tickets 
0.410 91% 

11 Street lighting 0.284 87% 

12 Recreation facilities (including arenas) 0.362 91% 

13 Garbage and recycling collection 0.326 93% 

14 
Condition and maintenance of Town water and 

sewage systems 
0.358 95% 

15 Libraries 0.263 95% 

16 
Fire protection services (i.e. the fire 

department) 
0.278 99% 

Note: The values displayed in the derived importance column are correlation coefficients; the greater the decimal (i.e. correlation 
coefficient), the more it drives overall satisfaction.



Town of Richmond Hill Community Survey 

21 | P a g e  

Usage of Access Richmond Hill in the Past Two Years 
When respondents were asked if they had contacted Access Richmond Hill which is the central point of 

contact from which residents and businesses can submit payments or make inquiries, within the past 

two years, 18% said that they had. The large majority however, said they had not or were not sure (77% 

and 5%, respectively). 

Usage of Access Richmond Hill in the Past Two Years (in %) 

Q5. Access Richmond Hill is a central point of contact from which residents and business owners can submit 
payments and make inquiries. Have you used Access Richmond Hill in the past two years? [All respondents] 

18

77

5

Yes

No

Not sure

2016 (n=809)
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Most Likely Method of Contacting Access Richmond Hill 
What method are respondents most likely to use when trying to contact Access Richmond Hill? The 

majority of respondents said they would contact Access Richmond Hill via telephone (44%), as well as 

through the Town website (40%). Contrastingly, respondents are least likely to utilize any form of social 

media, or reach out in person.  

Most Likely Method of Contact (in %) 

Q5A. What method are you most likely to use to contact Access Richmond Hill for information, services or 
assistance? [Contacted Access Richmond Hill in past two years] 

44

40

11

5

<1

<1

Telephone

Website

Email

In person

Social Media (Twitter, Facebook, etc.)

Not sure  /  Don’t know

2016 (n=143)
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Satisfaction with Various Aspects of Service Delivery by Access Richmond Hill 
Overall, respondents who had been in contact with Access Richmond Hill in the past two years were 

satisfied with the various aspects of service they were offered. Specifically, the majority of respondents 

said they were either very or somewhat satisfied with the overall quality of service delivery (95%), the 

range of services available (94%), the hours of service (93%), as well as the amount of time it took to get 

the service (92%). 

Satisfaction with Various Aspects of Service Delivery by Access 
Richmond Hill (in %) 

Q5B. Please indicate the extent to which you are satisfied with each of the following aspects of Access Richmond 
Hill. Starting with <insert item>. Would you say you are... <read scale>. [Have used Access Richmond Hill in the 

past two years; excludes don’t know] 

40

47

41

48

56

47

51

44

4

5

7

8

1Overall quality of service delivery (n=141)

The range of services available (n=134)

The hours of service available (n=138)

The amount of time it took to get the service
(n=140)

Very satisfied Somewhat satisfied Somewhat dissatisfied Very dissatisfied

Top 2 

Box 

Score:

94%

95%

93%

92%
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Fiscal Planning for the Future 

Preferred Direction for Future Budgets 
When thinking about the Town’s budget, the majority of respondents continue to support maintaining 

or increasing services primarily by increasing user fees for those particular services. Attitudes toward 

future budgeting have remained the same since 2007.  

Households without children were significantly more likely to support the Town maintaining or 

increasing services primarily through an increase in property taxes than households with children (16% 

vs. 10%, respectively); while females were significantly more likely to support maintaining or increasing 

services primarily by increasing user fees for those services, than were their male counterparts (61% vs. 

47%).  

Preferred Direction for Future Budgets (in %) 

Q6T. Thinking about the Town's budget, which of the following guiding principles would you most prefer to be 
adopted when designing future budgets? [All respondents] 

58

17

14

7

3

55

21

16

4

4

54

20

14

8

4

Maintain or increase services primarily by
increasing user fees for those services

Reduce services to maintain or decrease
property taxes

Maintain or increase services primarily by
increasing property taxes

None of these

Don’t know/ No opinion

2007 (n=600) 2012 (n=600) 2016 (n=809)
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Future Usage of Town’s Reserve Funds 
In 2003, after the sale of Richmond Hill Hydro, Council created 6 reserve funds to ensure proceeds were 

used to support the repair and replacement of the Town’s assets, as well as provide for community 

enhancement and environmental preservation. In order to help determine future uses of these funds, 

respondents were asked to give a priority rating for various areas for which the funds may be allocated 

or preserved for. Results revealed that respondents would most like to see the funds put toward water 

quality (90%), and transportation including roads and bridges (90%).  

Respondents were also asked if there were any other areas for which funds should be allocated that had 

not already been mentioned. Top responses included: Public services, infrastructure, as well as social 

programs or services.  

Future Usage of Town’s Reserve Funds (% rated 5, 6 or 7) 

Additional Input for Reserve Funds (n=809) 

Public services (such as snow clearing and garbage pickup) 8% 

Infrastructure (non-specific) 6% 

Social programs or services (such as youth at risk, care for seniors) 4% 

Green spaces and parks 3% 

Recreation 3% 

Public transit* 3% 

Policing 2% 

Affordable housing 2% 

Healthcare 2% 

Revitalization/beautification 2% 

*Respondents mentioned public transit after giving a priority rating in Q7A  

Q7A. Council has established a series of funds to help pay for the long term needs of the community such as the repair and replacement 
of the Town’s assets, community enhancement and environmental protection.  Please rank the priority of the following items for use of 

these funds using a scale from 1 to 7 where 7 is a very high priority and 1 is a very low priority. [All respondents] 

Q7B. And is there anything else that you think is a very high priority for the use of these funds that has not already been mentioned? [All 
respondents] 

90

90

82

82

75

Water quality

Transportation including roads and bridges

Transit

Environmental protection

Town facilities

2016 (n=809)
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Community Engagement, Information and Communication 

Satisfaction with Current Opportunities to Engage or Be Consulted  
Respondents were asked on a scale of 1 to 7 (1 being very dissatisfied, and 7 being very satisfied), how 

satisfied they were with the current opportunities offered by the Town of Richmond Hill to engage with 

or be consulted regarding important Town matters. It was found that the majority of respondents (61%) 

were satisfied with the level of engagement/consultation offered by the Town (rated 5, 6 or 7); with 3 in 

10 saying that were very satisfied (rated 6 or 7). Satisfaction levels are consistent with 2012. 

Satisfaction with Current Opportunities to Engage or be 
Consulted (in %) 

Q9T. How satisfied are you with the current opportunities offered by the Town of Richmond Hill to 
engage with or be consulted on important Town matters, using a scale of 1 to 7, where 1 means “very 

dissatisfied” and 7 means “very satisfied”. [All respondents] 

64

16

10

18

36

16

6

7

3

4

61

17

11

18

32

19

8

4

5

4

Top 3 Box (5/6/7)

Bottom 3 Box (1/2/3)

7 - Very satisfied

6 -

5 -

4 -

3 -

2 -

1 - Very dissatisfied

Don’t know/No opinion

2012 (n=600) 2016 (n=809)



Town of Richmond Hill Community Survey 

27 | P a g e  

Preferred Mode for Providing Feedback 
How do residents prefer to provide feedback to the Town on municipal matters? The majority of 

respondents (64%) prefer to provide feedback in the form of a survey, with email and online surveys 

being the most preferred survey method (25% and 24%, respectively). Respondents also said they would 

like to provide input through public meetings (12%). Though social media was not included in the past, 

11% of respondents said it was a preferred mode for providing feedback in 2016.3

3 It should be noted that in 2012, respondents were asked: Of the following, how would you most prefer to be consulted by the 

Town on municipal matters? 

Preferred Mode for Providing Feedback (in %) 

Q10T. Of the following, how would you most prefer to provide feedback to the Town on municipal 
matters?  [All respondents]

31

27

16

8

6

5

3

2

3

25

24

15

12

11

5

5

1

1

<1

1

E-mail survey

Online survey

Telephone survey

Public meetings

Social Media such as Facebook or Twitter

Ward meetings with Council members

Focus groups

Mail/letter

Other

None of these

Don’t know

2012 (n=600) 2016 (n=809)
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Frequency of Obtaining Information Using Various Sources 
When respondents were asked how frequently they obtain information about community activities, 

events and programs in Richmond Hill from a variety of sources, nearly half said they often refer to the 

waste management calendar. Other sources of information that the majority said they use, either often 

or occasionally, included the community recreation guide, stories or editorials in the Liberal newspaper, 

the Richmond Hill bulletin board in the Liberal newspaper, as well as Town newsletters/brochures. 

Frequency of Obtaining Information Using Various Sources (in %) 
n=809 

Q11T. How frequently do you obtain information about community activities, events and programs, in 
Richmond Hill from each of the following sources? Would that be often, occasionally, rarely or never? 

[All respondents] 

48

41

37

34

22

20

22

16

12

9

7

9

8

25

32

27

28

39

39

33

31

16

18

15

12

12

11

14

16

17

21

20

23

25

20

21

23

19

20

14

12

19

19

16

19

22

26

50

48

49

57

57

2

1

1

2

2

1

1

3

2

4

5

2

3

Waste management calendar

Community recreation guide

Stories or editorial in the Liberal newspaper

Richmond Hill’s bulletin board in the Liberal 
newspaper

Town newsletters and brochures

Richmond Hill website

Councilor newsletters and brochures

Advertisements in other publications

Social media

Access Richmond Hill

Local cable station

Ethnic newspapers

Local radio station

Frequency of Obtaining Information Using Various Sources (in %)
n=809

Often Occasionally Rarely Never Don’t Know

Q11T. How frequently do you obtain information about community activities, events and programs, in 
Richmond Hill from each of the following sources? Would that be often, occasionally, rarely or never? 

[All respondents] 

Top 2 

Box 

Score: 

74% 

73% 

64% 

62% 

61% 

59% 

54% 

47% 

29% 

26% 

23% 

21% 

20% 
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Frequency of Obtaining Information Using Various Sources over Time 
When it comes to obtaining information about community activities, events and programs in the Town 

of Richmond Hill over time, residents continue to utilize the waste management calendar and 

community recreation guide either often or occasionally. Resident usage of social media to obtain Town 

information has increased (up 12 percent since 2012); along with the Richmond Hill website (up 12 

percent since 2007), Councilor newsletters and brochures (up 6 percent since 2007), and ads in other 

publications (up 12 percent since 2007).  

It should also be noted that although usage is still comparatively low, there was a statistically significant 

increase in respondents who said they use Access Richmond Hill either often or occasionally compared 

to 2012 (up 5 percent). 

Sources of Information (Often/Occasionally) 
2007 

(n=600) 
2012 

(n=600) 
2016 

(n=809) 

Waste management calendar 72% 74% 74% 

Community recreation guide 70% 68% 73% 

Stories or editorial in the Liberal newspaper 67% 68% 64% 

Richmond Hill’s bulletin board in the Liberal 
newspaper 

62% 67% 62% 

Town newsletters and brochures 55% 61% 61% 

Richmond Hill website 47% 50% 59% 

Councilor newsletters and brochures 49% 50% 54% 

Advertisements in other publications 36% 47% 47% 

Social media (e.g., Facebook, Twitter) n/a 17% 29% 

Access Richmond Hill n/a 21% 26% 

Local cable station 33% 25% 23% 

Ethnic newspapers n/a 18% 21% 

Local radio station n/a n/a 20%
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Natural Areas & the Environment 

Visitation of Parks, Trails and Natural Areas 
When asked, the majority of respondents (87%) said they had visited a Richmond Hill park, trail or 

natural area at least once within the past year. Close to 3 in 10 respondents said they’ve visited a park, 

trail or natural area fairly regularly (50 times or more). 

Visitation of Parks, Trails and Natural Areas (in %) 

Q12T. In the past year, how many times have you visited a Richmond Hill Park, trail or natural area? 
[All respondents] 

7

17

12

15

11

9

10

14

4

5

14

12

11

10

10

11

18

8

None

1 to 4 times

5 to 9 times

10 to 14 times

15 to 24 times

25 to 49 times

50 to 99 times

100+ times

Don't know

2012 (n=600) 2016 (n=809)
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Attitudes toward Parks, Trails and Natural Areas 
Respondents who said they have visited one of Richmond Hill’s parks, trails or natural areas in the past 

year at least once, were then asked to rate their agreement with various statements related to their 

experience. The largest proportion of respondents said they felt safe (95%), the park/trail/area was 

close to their home (94%), and that the area was clean and well-maintained (92%). Looking at results in 

2012, there was a significant increase in respondents who said the park, trail or natural area that they 

visited was close to their home (up 5 percent since 2012). 

Contrastingly, respondents were least likely to agree that there were good connections to other parks, 

trails or natural area; this is fairly consistent with agreement levels in 2012 (74% in 2012 vs. 75% in 

2016). 

Attitudes Toward Parks, Trails and Natural Areas 
(% rated 5, 6 or 7) 

Q13T. I now want you to think about your most recent visit to a Richmond Hill Park, trail or natural area. 
Using a scale of 1 to 7 where 1 means “strongly disagree” and 7 means “strongly agree,” please rate the 
extent to which you agree or disagree with each of the following statements. [Have visited a Richmond 

Hill Park, trail or natural area in the past year] 

94

89

91

87

74

95

94

92

84

75

You felt safe

It was close to your home

It was clean and well-maintained

You felt connected to nature

There were good connections to other
parks, trails or natural areas

2012 (n=534) 2016 (n=709)
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Actions to Support the Environment 
When it comes to the environment, the Town of Richmond Hill was interested in knowing if and how 

residents are supporting the environment in their day to day lives. In the past year, the majority of 

respondents said they have reduced their garbage and trash, reduced energy in their homes, took steps 

to conserve water, and/or bought locally grown food. Respondents are least likely to say they would (or 

have) use a hybrid or electric vehicle, grown their own food, or carpool. 

Actions Taken to Support the Environment (in %) 
n=809 

14. Have you taken any of the following actions in the past year to support the environment? 

[All respondents] 

15. Would you take any of the following actions in the next 5 to 10 years to help support the 

environment? [Asked respondents who have not taken action in past year [All respondents] 

88

91

85

81

48

43

9

10

7

13

13

19

20

41

Reduce garbage and trash

Reduce energy usage in your home

Take steps to conserve water

Buy locally grown food

Carpool

Grow your own food

Use a Hybrid or Electric Vehicle

Have taken action in the past year Would take action in the future [5 to 10 years]

98%

94%

67%

63%

50%

98%

98%

Total 
[Have or 

Would]:
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Appendix 

1.1 Respondent Profile 

DEMOGRAPHICS 

Gender 
Male 48% 

Female 52% 

Education 

Less than grade 9 education 1% 

Some high school 3% 

Completed high school 10% 

Trade or technical certificate 1% 

Some college or university 9% 

Completed college or university 44% 

Completed graduate university program 31% 

Refused 1% 

Work in Town of Richmond Hill 

Yes 24% 

No 75% 

Refused 2% 

Number of People in Household 

One 10% 

Two 18% 

Three 24% 

Four 29% 

Five 12% 

More than 5 4% 

Refused 2% 

Children Under the Age of 16 

None 62% 

One 14% 

Two 17% 

More than two 5% 

Refused 2% 

Length of Time Lived in Richmond 
Hill 

Less than one year 1% 

One to two years 2% 

Three to five years 3% 

Six to 10 years 15% 

11 to 20 years 40% 

More than 20 years 38% 

Refuse 1%
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DEMOGRAPHIC INFORMATION 

Country Born 

Canada 55% 

China 8% 

Iran 5% 

India 3% 

Britain/United Kingdom 2% 

Russia 2% 

Italy 2% 

United States of America 2% 

Pakistan 1% 

Sri Lanka 1% 

Jamaica 1% 

Romania 1% 

Greece 1% 

Ukraine 1% 

Poland 1% 

Other 12% 

DK/NA [Do not read out] 4% 

Years lived in Canada [Respondents 
Not born in Canada] 

Less than one year 1% 

1 to 5 years 2% 

6 to 10 years 6% 

11 to 15 years 14% 

16 to 20 years 15% 

More than 20 years 60% 

DK/NA [Do not read out] 2% 

Age 

18 to 25 12% 

26 to 35 14% 

36 to 45 21% 

46 to 55 23% 

56 to 65 15% 

66 to 75 8% 

75+ 6% 

Refuse 1% 

Ward 

Ward 1 18% 

Ward 2 15% 

Ward 3 16% 

Ward 4 17% 

Ward 5 16% 

Ward 6 18%
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___________

1.2 Community Survey 

Introduction: 

Hello, my name is and I am calling from Forum Research. We are conducting a very important 
 

study about community life on behalf of the Town of Richmond Hill and are very interested in your feedback. 

This  survey will take approximately 12 to 15 minutes to complete depending on your answers. Please be 

assured we are not calling to sell or solicit anything and all of the information you share today will be kept 
 

confidential and anonymous. 

Can I please speak to the person in your household who is 18 years of age or older, with the most recent 

birth day? Would that be you? 

[If different person comes to the phone, repeat introduction and continue].  

SCREENER: 

S1. Are you comfortable conducting this telephone interview in English? 

Yes 1 Skip to S3 

No 2 Continue 

S2. Would you prefer to complete the survey in any of the following languages? 

Yes - Cantonese 1 Arrange call back 

Yes - Russian 2 Arrange call back 

Yes - Persian (Farsi) 3 Arrange call back 

No 4 Terminate 

S3T. It is important for us to hear from a broad cross-section of the public, including representation 

from all age groups.  Which of the following age categories do you fall into? 

[WATCH QUOTAS] 

18 to 25 26 to 35 36 to 45 46 to 55 56 to 65 66 to 75 75+ Refuse 

1 2 3 4 5 6 7 99 
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SECTION ONE: LIFE IN RICHMOND HILL 

1T. How do you generally feel about the Town of Richmond Hill as a place to live? Would you say you 

are…? 

Very satisfied 4 

Somewhat satisfied 3 

Somewhat dissatisfied 2 

Very dissatisfied 1 

DK/NA [Do not read out] 99 

2T. What, in your opinion, would you say are the most appealing things about Richmond Hill?  

[DO NOT READ.  CHECK ALL THAT APPLY] 

Location/close to amenities 1 

Close-knit/high community spirit 2 

Clean 3 

Safe 4 

Lots of parks and open spaces 5 

Quality of life 6 

Multicultural/tolerant 7 

Affordable place to live 8 

Lack of traffic congestion 9 

Access to arts and culture 10 

Efficient public transit 11 

High employment level 12 

Access to high technology and community infrastructure 13 

Green/sustainable community 14 

None/nothing 97 

Other: Specify 98 

DK/NA 99 

3T. What do you think are the most important issues that Richmond Hill will have to deal with in the 

next 5 to 10 years?  [DO NOT READ.  CHECK ALL THAT APPLY] 

Traffic 1 

Urbanization/overcrowding 2 

Land use/development/urban sprawl 3 

Natural areas protection 4 

Environmental protection 5 

Improving Public Transit 6 

Cost of living 7 

Taxes/user fees 8 

Improving the road system 9 

Intensification/infill development (such as Town House and Condo Development) 10 

David Dunlap Observatory (DDO) 11 

Aging Population 12 

None/nothing 97 

Other: Specify 98 

DK/NA 99
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4a. Thinking about all of the services offered by the Town of Richmond Hill, how satisfied are you with 

the quality of services overall? Would you say…<read scale>? 

Very satisfied Somewhat satisfied 
Somewhat 
dissatisfied 

Very dissatisfied 
DK/NO (Do not 

read out) 

4 3 2 1 9 

4bT. Overall, how satisfied are you with the quality of these services in Richmond Hill? Starting with 

<item>. Is it <read scale>? 

Item 
Very 

satisfied 
Somewhat 

satisfied 
Somewhat 
dissatisfied 

Very 
dissatisfied 

DK/NA 

Road quality and maintenance 4 3 2 1 99 

Garbage and recycling collection 4 3 2 1 99 

Street lighting 4 3 2 1 99 

Libraries 4 3 2 1 99 

Fire protection services (i.e. the fire department) 4 3 2 1 99 

Environmental protection 4 3 2 1 99 

Administrative services, such as payment of bills, 
registration for programs, payment of tickets 

4 3 2 1 99 

Parks, open spaces and pathways 4 3 2 1 99 

Animal control services 4 3 2 1 99 

By-law and parking enforcement 4 3 2 1 99 

Snow clearing from roads and sidewalks 4 3 2 1 99 

Condition and maintenance of Town sidewalks 4 3 2 1 99 

Condition and maintenance of Town water and 
sewage systems 

4 3 2 1 99 

Recreation and Culture Programs 4 3 2 1 99 

Recreation Facilities (including arenas) 4 3 2 1 99 

Land use planning 4 3 2 1 99 

5. Access Richmond Hill is a central point of contact from which residents and business owners can 
submit payments and make inquiries. Have you used Access Richmond Hill in the past two years?  

Yes 1 Continue to 5A 

No 2 Skip to 6 

Not sure 99 Skip 6 
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5A. If Q5=1, ask: What method are you most likely to use to contact Access Richmond Hill for 
information, services or assistance? [READ BELOW. ACCEPT ONE RESPONSE] 

Telephone 1 

Email 2 

In person 3 

Mail 4 

Website 5 

Social Media (Twitter, Facebook, etc.) 6 

Not sure/Don’t know 99 

5B. If Q5=1, ask: For each of the following, please indicate the extent to which you are satisfied with 
each of the following aspects of Access Richmond Hill. Starting with <insert item>. Would you say 
you are… <read scale>.  

Item 
Very 

satisfied 
Somewhat 

satisfied 
Somewhat 
dissatisfied 

Very 
dissatisfied 

DK/NA 

(a) The amount of time it took to get the service 4 3 2 1 99 

(b) Overall quality of service delivery 4 3 2 1 99 

(c) The range of services available 4 3 2 1 99 

(d) The hours of service available 4 3 2 1 99 

6T. Thinking about the Town’s budget, which of the following guiding principles would you most 
prefer to be adopted when designing future budgets? [READ BELOW.  ACCEPT ONE RESPONSE.] 

Maintain or increase services primarily by increasing property taxes 1 

Maintain or increase services primarily by increasing user fees for those services 2 

Reduce services to maintain or decrease property taxes 3 

None of these 97 

DK/NA [Do not read out] 99 

7. Council has established a series of funds to help pay for the long term needs of the community such 

as the repair and replacement of the Town’s assets, community enhancement and environmental 

protection.  Please rank the priority of the following items for use of these funds using a scale from 1 

to 7 where 7 is a very high priority and 1 is a very low priority: 

Very low 
priority 

Scale 
Very high 
priority 

DK/NA 

Transportation including roads and 
bridges 

1 2 3 4 5 6 7 99 

Transit 1 2 3 4 5 6 7 99 

Water Quality 1 2 3 4 5 6 7 99 

Environmental Protection 1 2 3 4 5 6 7 99 

Town Facilities 1 2 3 4 5 6 7 99
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7B. And is there anything else that you think is a very high priority for the use of these funds that has 

not already been mentioned? [ACCEPT RESPONSE].  

8T. I am going to read you a list of statements. Using a scale of 1 to 7 where 1 means “strongly 

disagree” and 7 means “strongly agree,” please rate the extent to which you agree or disagree with 

each statement.   

Strongly 
disagree 

Scale 
Strongly 

agree 
DK/NA 

(a) Infrastructure, that is, 
roads, buildings, parks, and 

community centres in 
Richmond Hill is well-

maintained. 

1 2 3 4 5 6 7 99 

(b) Your tax dollars are being 
used effectively by the Town 

of Richmond Hill. 
1 2 3 4 5 6 7 99 

(c) Richmond Hill is 
environmentally responsible 

in its actions. 
1 2 3 4 5 6 7 99 

(d) Richmond Hill is a vibrant 
community. 

1 2 3 4 5 6 7 99 

(e) Richmond Hill is a 
welcoming community. 

1 2 3 4 5 6 7 99 

(f) The diversity in Richmond 
Hill is one of its strengths. 

1 2 3 4 5 6 7 99 

(g) You feel a strong sense of 
belonging to Richmond Hill. 

1 2 3 4 5 6 7 99 

(h) You feel connected to 
your neighbours. 

1 2 3 4 5 6 7 99 

(i) There are meaningful 
opportunities to volunteer 

in the Town. 
1 2 3 4 5 6 7 99
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SECTION TWO: INVOLVEMENT IN ENGAGING WITH THE TOWN 

9T. How satisfied are you with the current opportunities offered by the Town of Richmond Hill to 

engage with or be consulted on important Town matters, using a scale of 1 to 7, where 1 means 

“very dissatisfied” and 7 means “very satisfied”. 

Very dissatisfied Scale Very satisfied DK/NA 

1 2 3 4 5 6 7 99 

10T. Of the following, how would you most prefer to provide feedback to the Town on municipal 

matters?  [RANDOMIZE, READ LIST. CODE ONE RESPONSE ONLY] 

Telephone survey 1 

Public meetings 2 

Focus groups 3 

Ward meetings with Council members 4 

E-mail survey 5 

Online survey  6 

Social Media such as Facebook or Twitter 7 

None of these 97 

Other (Specify) 98 

DK/NA [Do not read out] 99 

SECTION THREE: COMMUNITY ACTIVITIES, EVENTS AND PROGRAMS 

11T. How frequently do you obtain information about community activities, events and programs, in 

Richmond Hill from each of the following sources? Would that be often, occasionally, rarely or 

never? [RANDOMIZE, READ]  

Often Occasionally Rarely Never DK/NA 

Richmond Hill’s Bulletin Board in the Liberal 
newspaper 

4 3 2 1 99 

Stories or editorial in the Liberal newspaper 4 3 2 1 99 

Local cable station 4 3 2 1 99 

Local radio station 4 3 2 1 99 

Richmond Hill website 4 3 2 1 99 

Advertisements in other publications 4 3 2 1 99 

Town newsletters and brochures 4 3 2 1 99 

Councilor newsletters and brochures 4 3 2 1 99 

Community Recreation Guide 4 3 2 1 99 

Waste Management Calendar 4 3 2 1 99 

Ethnic newspapers 4 3 2 1 99 

Social media (e.g., Facebook, Twitter) 4 3 2 1 99 

Access Richmond Hill (This is Town’s contact centre) 4 3 2 1 99
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SECTION FOUR: NATURAL AREAS IN RICHMOND HILL 

12T. In the past year, how many times have you visited a Richmond Hill Park, trail or natural area? 

Specify 1 

DK/NA [Do not read out] 99 

13T. If Q12=>1, ask: I now want you to think about your most recent visit to a Richmond Hill Park, trail 

or natural area. Using a scale of 1 to 7 where 1 means “strongly disagree” and 7 means “strongly 

agree,” please rate the extent to which you agree or disagree with each of the following 

statements. [RANDOMIZE, READ LIST. RE-READ SCALE ONLY IF NECESSARY] 

Strongly 
disagree 

Scale 
Strongly 

agree 
DK/NA 

It was clean and well-maintained. 1 2 3 4 5 6 7 99 

It was close to your home. 1 2 3 4 5 6 7 99 

You felt connected to nature. 1 2 3 4 5 6 7 99 

There were good connections to 
other parks, trails or natural areas. 

1 2 3 4 5 6 7 99 

You felt safe. 1 2 3 4 5 6 7 99 

SECTION FOUR: ENVIRONMENT 

14. Have you taken any of the following actions in the past year to support the environment? 

Yes No 

(a) Carpooled 1 0 

(b) Reduced energy usage in your home 1 0 

(c) Grown your own food 1 0 

(d) Bought locally grown food 1 0 

(e) Reduced garbage and trash 1 0 

(f) Taken steps to conserve water 1 0 

(g) Used a Hybrid or Electric Vehicle 1 0 

15. Would you take any of the following actions in the next 5 to 10 years to help support the 

environment? [Do not list item where Q14=1] 

Yes No 

(a) Carpool 1 0 

(b) Reduce energy usage in your home 1 0 

(c) Grow your own food 1 0 

(d) Buy locally grown food 1 0 

(e) Reduce garbage and trash 1 0 

(f) Take steps to conserve water 1 0 

(g) Use a Hybrid or Electric Vehicle 1 0
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SECTION FIVE: DEMOGRAPHICS 

And now, I’d like to ask you some questions about yourself and your household. Please be assured that 
all your responses will be kept entirely anonymous and absolutely confidential. 

D1T.   Do you work in Richmond Hill? [DO NOT READ] 

Yes 1 

No 2 

DK/NA 99 

D2T.  a) How many people live in your household? [DO NOT READ] 

One 1 

Two 2 

Three 3 

Four 4 

Five 5 

More than five 6 

Refused 7 

b) How many are children under the age of 16? [DO NOT READ] 

None 1 

One 2 

Two 3 

More than two 4 

Refused 5 

D3T.  a) In which country were you born? 

Specify 1 

DK/NA [Do not read out] 99 

b) IF NOT BORN IN “CANADA” IN D3a ask: How long have you been living in Canada? 
[READ.  CODE ONE ONLY.   STOP READING WHEN RESPONDENT GIVES A RESPONSE] 

Less than one year 1 

1 to 5 years 2 

6 to 10 years 3 

11 to 15 years 4 

16 to 20 years 5 

More than 20 years 6 

DK/NA [Do not read out] 99
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D4T.  How long have you lived in Richmond Hill? 

Less than one year 1 

One to two years 2 

Three to five years 3 

Six to 10 years 4 

11 to 20 years 5 

More than 20 years 6 

DK/NA [Do not read out] 99 

D5T.  What is the highest level of education that you have achieved? 

Less than grade 9 education 1 

Some high school 2 

Completed high school 3 

Trade or technical certificate 4 

Some college or university 5 

Completed college or university 6 

Completed Graduate University Program 7 

Refused 8 

D6T. [NOTE SEX. DO NOT ASK.] 

Male 1 

Female 2 

Thank you for completing this survey. Results from this survey will be available in late spring.
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