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Executive Summary 
 
On April 3, 2012, a survey invitation was sent to 1,500 randomly selected Saanich businesses, asking 
them to share their ideas and opinions about Saanich as a place to do business, and how their 
municipal government could best serve their needs.  Invitations were distributed as 1,000 sent by mail 
and 500 by email. By the April 13, 2012 response deadline, we had received 331 completed surveys 
and 31 undeliverable notifications, giving us a response rate of 22.5%, and low sampling error of ±5%, 
19 times out of 20.  
 
A similar survey sent to Saanich citizens in January, 2012 received a 29% response rate and has been 
reported separately and is available on www.saanich.ca.   Both sets of results will be used to guide 
planning and decision making. 
 
The main body of this report contains a brief narrative analysis of each significant section of the survey, 
followed by selected figures and tables showing the most relevant or interesting segments of the 
available data. For all sections of the survey, more complete figures, including results broken down into 
demographic sub-groups such as size of business or area, are available in Appendix III. The actual 
wording and presentation of questions used in the original survey can be found in Appendix V. 
 
The most significant results from each section of this report are briefly summarized here: 
 

Vision and Values 
� Several central themes – the most important concerns and priorities of business – emerge from 

analysis of the entire survey:  transportation concerns; the economy; a desire for low taxes and 
the desire to be involved in how Saanich addresses business concerns. 

� When asked to list the three biggest challenges facing Saanich in the next five years, 
businesses identified transportation concerns and taxes above all others. 

 

Doing Business in Saanich 
� Business owners believe that Saanich is a good place to live and conduct business, despite 

concerns about the local economy. 
� Transportation for customers and staff, as well as keeping taxes and fees low is seen as being 

challenges that Saanich will face. 
  

Service Delivery 
� Satisfaction with services provided by Saanich is high. 
� Business owners would like easier access to services, an improvement in how Saanich involves 

business owners in governance decisions, and improved transportation systems for customers 
and staff. 

 

Paying for Services 
� Transportation, sanitary sewer system and environmental protection capital projects should be a 

focus for Saanich 
� The level of services should be maintained, with either the same amount of taxes or a decrease 

in taxes.  
� Government should rely less on property tax and borrowing, more on user fees and government 

grants. 
 

Technology and Collaboration 
� Business owners acknowledge that there will be technology challenges facing them over the 

next two to three years, and that having the knowledge about which technology options are the 
best for their business is their primary challenge. 

� Business owners are interested in possibilities for collaboration with other business owners in 
Saanich. 
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Background, Objectives and Methodology 
 
 
The 2012 survey project used a similar approach as that used in previous surveys targeted towards 
business and citizens in Saanich conducted in 2003, 2006, 2009 and earlier in 2012.  Readers are 
encouraged to read all survey results for their own interest; however caution should be exercised when 
comparing the results of the previous reports with the current Business survey results.  The differences 
among these studies have not been statistically tested to determine whether they are significant.   
 

Survey Objectives 
1.  Obtain an assessment of business perceptions of service delivery availability and quality. 
2.  Provide business input to municipal financial planning. 
3.  Gather business owner feedback on municipal public involvement processes. 
4.  Provide business owner input to the municipality’s annual strategic planning process. 
5.  Gather business owner feedback about current and future information technology issues. 
 

Methodology 
The 2012 Business Survey was sent to 1,500 randomly selected Saanich businesses on April 3, 2012. 
Of those surveys mailed out, 31 were returned as undeliverable, giving us a total of 1,469 valid survey 
recipients.  Responses were due by April 13, 2012, by which time, 331 completed surveys had been 
returned.  This translates to a 22.5% response rate.  Response rates for surveys of this kind are 
typically between 25% and 40%.  
 
Based on a sample size of 331, our sampling error (also called “margin of error”) is plus or minus 5%, 
19 times out of 20, which means that 95% of the time, these survey results will vary ±5% from the 
results obtained if every individual business in the District of Saanich were surveyed.  Subgroups like 
number of employees or location of business can be analyzed, although because they contain fewer 
respondents than the total, the size of the sampling error may increase. 
 
Although responses to many of the questions were made on a 5 point scale with 5 representing the best 
rating and 1 the worst, most of the results in this summary report the percentage of responses that 
indicate a positive response to the question – where respondents provided a score of either 4 or 5 on a 
scale of 5. 
 
No statistical reweighing of results was done to precisely match the demographic characteristics of 
survey respondents with those of the population. Demographic differences between the sample and the 
population were judged to be not significant enough to warrant the additional time and expense required 
for statistical reweighing.  
 
In almost all questions, results are provided for each demographic group, allowing survey readers to 
make their own judgements on the differences present between sub-groups. The sample is 
underrepresented by respondents operating businesses with more than 4 employees.  See Appendix I 
for demographic data. 
 
For more information on methodology, see Appendix II. 
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Brief Survey Results 
 

Vision and Values 
 
A thematic analysis of the entire survey reveals a reasonable approximation of community vision and 
values. Several themes – issues or areas critical to businesses – emerge from the survey:  

• transportation issues such as congestion, public transit, sidewalks and bike paths; 
• concern over the pressures of an uncertain economy;  
• a desire for low taxes; and 
• a desire for business to be involved in government decision making. 

 
 

Doing Business in Saanich (Question #1, #2 and #6) 
 
This set of questions reveals that business owners perceive Saanich as a good place to live and do 
business, despite the percentage of business owners who believed that the local economy is not very 
strong. The survey did not reveal the nature of why business owners felt the local economy is not as 
healthy as it could be, but this result is not a surprise considering recent national and global economic 
instability. Despite the fact that some factors may be out of Saanich’s control, respondents have 
indicated in question #2 that there are several things that Saanich could do to improve the business 
environment.   
 
 
Survey respondents were asked to indicate on a five-point scale, their opinion on the business 
environment in Saanich. Results indicate that business owners believe that the overall quality of life in 
Saanich is good, but less than two-thirds of business owners believe the local economy is healthy as 
shown in the chart below. 
 
Quality of the Saanich business environment (% Good or Very Good) 

 

65%

78%

93%

How would you rate the health of the local economy

Saanich as a place to do business

Overall quality of life in Saanich

 
 
 
 
 
 
 
 
Survey respondents were asked to indicate three things that Saanich could do to improve business 
owner’s ability to conduct business in Saanich. Respondents were given an opportunity to provide an 
open-ended response to the question. Appendix IV at the end of the report shows how these responses 
were categorized for the following chart displayed. The results indicate that business owners believe 
that more efficient and responsive services from the District of Saanich and lower fees and taxes would 
be the most effective methods to improve the ability to conduct business. Other common responses 
indicated that Saanich could do more to promote effective transportation and improve Saanich-business 
and business-to-business communication. 
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Brief Survey Results 
 
Ways to improve the ability to conduct business in Saanich 
 

5%

7%

7%

9%

10%

11%

12%

13%

14%

18%

22%

25%

Better public transit

Faster permit and planning approvals

Improve Saanich-business communication

Better road maintenance

Better traffic management

Better signage/advertising options

Other

Improvement to public infrastructure / parking / walkability

Business-to-business/consumer communication

No further improvements / don't know

Lower taxes / fees

Better more efficient and responsive Saanich services

 
 
When asked what challenges that business owners believe Saanich will face in the next five years from 
a business owner’s perspective, results confirmed that the challenges will be transportation, taxes, and 
efficient government services. 
 
Challenges facing Saanich in the next five years from a business perspective 

6%

7%

8%

11%

12%

14%

15%

20%

34%

50%

Environment

Other / Don't know

Crime

Demographic challenges

Coordination of government services / efficiency

Maintaining public infrastructure

Population growth, smart development and land use

Taxes

Economic factors

Traffic, public transportation and cycling infrastructure,

walkability
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Brief Survey Results 
 

Service Delivery (Questions #3a, #3b, #4, #5 and #8) 
 
The responses to this grouping of questions suggest very positive perceptions of the quality of service 
delivery in Saanich. Business owners are happy operating a business here, are satisfied with the 
services they receive from Saanich employees and are comfortable with the direction the local 
government is taking. However, there are a number of areas that could be addressed by Saanich that 
include, making it easier to access services, improving how Saanich involves business owners in 
governance decisions and in improving transportation for customers and staff. 
 
 
Respondents were asked several questions about the most recent service experience they received 
from a Saanich employee. For each question, business owners were asked to respond on a 5-point 
scale, to what extent they agreed with a statement, and then how important this service was.  For 
example, as shown in the chart below, 80% of respondents were satisfied while the importance level on 
the issue was 77%, for the statement, “When I last received service from Saanich I was treated fairly”. 
 
Satisfaction with and importance of services provided by Saanich 

 
 
 
 
 

57%

68%

52%

65%

83%

77%

61%

65%

69%

71%

77%

80%

Staff went the extra mile to make sure I got what I needed

I can easily access any Saanich service that I need for my business

I waited a reasonable amount of time at the service location

I was informed of everything I had to do to get the service

Staff were knowledgable and competent

When I last received service from Saanich I was treated fairly

Importance Satisfaction
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Brief Survey Results 
 

Perceptions of satisfaction with transportation for customers and staff scored lower than perceptions of 
public safety. Services such as policing, fire services and fire safety/inspections all are perceived as 
being important and respondents were satisfied with these services. However, there was a gap between 
the level of importance of crime prevention programs and satisfaction with these services. Respondents 
were satisfied with the ease of travel by car in Saanich, but just over half were satisfied with ease of 
travel by bicycle. In general, satisfaction with transportation in Saanich could be improved. 
 
The survey results provide a specific detailed assessment of 12 local government services. Each 
question provides slightly different information, one on service quality, and the other on service 
availability and appropriate resource allocation.  These two ratings can then be plotted onto a graph 
which shows four quadrants: 

QUADRANT #1 (lower left): Low Satisfaction – Low Importance: Services in this quadrant may suffer 
from low awareness of their availability or benefits by the general population, or may offer the 
opportunity for resource reallocation.  
QUADRANT #2 (lower right): High Satisfaction – Low Importance: These services may require little 
attention or may even offer an opportunity for resource reallocation.  
QUADRANT #3 (upper left): Low Satisfaction – High Importance: These services may require more 
municipal resources, better management of existing resources or a new approach to service delivery. 
QUADRANT #4 (upper right): High Satisfaction – High Importance: Services in this quadrant largely 
meet current taxpayer expectations, both in terms of quality and resource allocation. 

 
The satisfaction and importance results are shown below, indicating that all listed services are in 
quadrant 4. Therefore the majority of local government services are meeting or exceeding taxpayer 
expectations in terms of quality and resource allocation.  Detailed data is available on page 37. 
 
Satisfaction versus importance for transportation and public safety 
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AVERAGE - All Services

Ease of pedestrian travel

Ease of travel by bicycle

Ease of travel by bus

Ease of travel by car

Parking control and enforcement

Crime prevention programs

Police services

Police presence and visibility

Fire services

Fire safety inspections for
businesses

Emergency preparedness

Hazardous materials response
services

Quadrant 

#3: Low 

Satisfaction 

- High 

Importance

Quadrant 

#4: High 

Satisfaction - 

High 

Importance

Quadrant 

#1: Low 

Satisfaction -

Low 

Importance

Quadrant 

#2: High 

Satisfaction - 

Low 

Importance
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Brief Survey Results 
 

Survey respondents were asked to rate on a five-point scale whether they agree with the statements 
being presented about governance in Saanich. The chart below displays the percentage of respondents 
who chose the two highest points on the scale, the neutral point and the two lowest points on the scale. 
 
 
Quality of municipal governance (% Good or Very Good) 

10%

11%

16%

12%

17%

32%

41%

38%

43%

49%

57%

48%

46%

44%

33%

In general, I believe the District of Saanich government

is doing a good job

I am pleased with the overall direction that the District

of Saanich is taking

I receive good value for the municipal taxes I pay

The District of Saanich welcomes business involvement

The District of Saanich government listens to business

Disagree & Strongly Disagree Neutral Agree & Strongly Agree

 
 
These results indicate that while a majority of respondents believe that the government of the District of 
Saanich is doing a good job – there is more that can be done to listen to business and involve business 
owners in decision making. 
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Brief Survey Results 
 

Paying for Service Delivery (Questions #7, #9 and #10) 
 
Three questions were used to get an indication of where Saanich’s spending priorities should be and 
how these priorities should be funded. Respondents indicated that transportation, sanitary sewer 
system and environmental protection capital projects should be a focus, while the level of services 
should be maintained, with either the same amount of taxes or a decrease in taxes. Also, government 
should rely less on property tax and borrowing, more on user fees and government grants. 
 
 
Businesses were asked to indicate whether Saanich should rely more, less or the same amount on five 
revenue sources. 
 
Reliance on revenue sources (% respondents) 

45%

46%

5%

17%

6%

9%

7%

45%

19%

26%

46%

48%

51%

64%

69%

Government grants

User fees

Borrowing

Reserves or savings

Property taxation

Rely more Rely less Same

 
 
The results indicate that in general, respondents believe that Saanich should rely less on borrowing and 
property taxation and more on government grants and user fees. 
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Brief Survey Results 
 

When asked how they would spend $100 on a list of capital projects, businesses say they would spend 
the most on transportation infrastructure, the sanitary sewer system and on environmental protection 
and enhancement. 
 
 
Where to spend $100 on capital projects (Average $) 

$16.99

$6.66

$4.98

$4.23

$2.31

$1.98

$10.52

$10.51

$9.80

$9.39

$8.31

$7.57

$6.76

Roads and traffic control

Environment protection and enhancement

Sanitary sewer system

Parks and trails

Recreation Facilities

Storm water drainage system

Water distribution system

Sidewalks

Bicycle infrastructure

Streetscape/beautification projects

Municipal Buildings

Arts and cultural facilities

Other

 
 
 
 
 
Business owners were asked to indicate what they would advise Council to do if they had to choose 
three general policy options. Also, respondents were allowed to indicate that they had no opinion on this 
question. 
 
 
If faced with realistic choices, what you advise Council to do? (% respondents) 

63%

15%

13%

9%

Same taxes with same/reduced level of municipal services

Lower taxes with reduced level of municipal service

Higher taxes with improved municipal services

No opinion

 
 
Almost two-thirds of business owners indicated that they wanted to maintain the same or reduced level 
of services for the same amount of taxes. There were almost an equal percentage of respondents that 
either indicated they wanted less service and lower taxes, or more services and higher taxes. 
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Brief Survey Results 
 

Technology and Collaboration (Questions #11, #12, #13, #14 and #18) 
 
Respondents were asked questions about the importance of computer technology to their business, and 
their level of interest in collaborating with other business owners in Saanich. The answers indicate that 
business owners acknowledge that there will be some technology challenges facing them over the next 
two to three years and that having the knowledge about which technology options are the best for their 
business is their primary challenge. The results are not conclusive that there is a big role for Saanich to 
play in addressing this challenge, other than to consider providing free WiFi services to the public. 
 
Business owners have indicated that they are open to pursuing possibilities in communicating and 
collaborating with other business owners in Saanich. 
 
 
Technology products and services currently used by businesses 

 

87%

68%

67%

63%

63%

40%

40%

35%

9%

7%

1%

Use the internet to research business related information

Use collaboration tools (email, video chat, instant messenger, Skype, etc.)

Use online map services (Google Maps, Saanich GIS)

Have a website

Use mobile devices (tablets, smartphones, etc.) and mobile apps

Use wifi on premesis to conduct business

Use social media (Facebook, Twitter, etc.) to communicate with our customer base

Use ecommerce (selling, ordering)

Provide wifi to customers at no charge

Other

Provide wifi to customers for a fee
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Brief Survey Results 
 
Business owners were asked to indicate how important seven different computer technology options will 
be to their business over the next 18 months. With each option presented to respondents, except for 
one, about 50% or more indicated that they would be important to their business. Almost 90% of 
business owners indicated that connection to the internet will be important, and about two-thirds of 
respondents noted that mobile computing, access to line resources and using technology for marketing 
and communications would be important to their business. 
 
 
Technology importance to business in the next 18 month ratings (% Important or Very Important) 

89%

69%

67%

65%

57%

47%

13%

Connection to the internet

Mobile computing (with laptops, tablets,

smartphones, etc.)
Access to local business related online resources

(Saanich website, Google calendars, etc.)
Using technology for marketing and

communications

Online business delivery

Business and computer technology guidance

Providing wifi access to customers
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Brief Survey Results 
 
Business owners were asked to provide an open-ended response about what they saw as being the 
three greatest challenges that their business will face in the next two to three years with respect to 
computer technology. Appendix IV at the end of the report shows how these responses were 
categorized for the chart displayed below. 
 
Three greatest challenges business will face with technology in the next 2-3 years 
 

6%

6%

7%

12%

17%

22%

23%

29%

37%

Using social media

Security of information

Software upgrades

Reliable access to internet, use of smart phones

ecommerce/advertising/marketing

Cost of services/technology

Knowledge of technology / finding best solution

Other /Don't know

Keeping up with technology changes

 

Business owners indicated that keeping up with technology, and being able to find the best solution to 
meet their needs will be the biggest change that they face. 
 
Respondents were also asked about what Saanich could do in the area of technology to help business. 
Respondents were asked to provide up to three ideas, and were allowed to give an open-ended 
response to this question. Appendix IV at the end of the report shows how these responses were 
categorized for the chart displayed below. 
 
What Saanich can do to help your business in the area of technology (% Respondents) 

3%

4%

8%

8%

11%

11%

24%

46%

Provide education

Improve cell reception

Help provide cheaper/more effective technology services

Improved municipal services / online services

Business communication options / online directory

Government information online, communication

Wifi - coverage/free access

Other /Don't know

 
 
It is important to note that there were a high number of respondents who were unsure about what 
Saanich could do to help with technology, and others indicated that they felt that it should not be 
Saanich’s role to help. The most commonly cited thing that Saanich could to help with technology is to 
provide free wifi access to the public. 
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Brief Survey Results 
 
Business owners were asked to provide in indication on a 5-point scale about their level of interest in 
collaborating and communicating with other businesses in Saanich – and were asked about six different 
options. 
 
Interest level in each of the following (% Interested or Very interested) 

 

41%

40%

39%

38%

28%

27%

Connecting with other businesses for the purpose of cross-selling or

cross-promoting products and services

Information on green computing practices

Publishing information about local community events (Business Event

calendar)

Sharing business experience and knowledge within the local community

Connecting with local educational organizations on student work

placement

Connecting with other businesses for cost sharing or bulk group

purchasing of products and services

 
 


