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“Municipal
government
communications
is a continuous
cycle between
Council’s
decision-making,
Administration’s
project
implementation,
and the public
feedback
process.”

Introduction
The Town of Taber is a great place to grow, and that is the motto we try to live up to every day.
In order to maintain that goal, the Town of Taber needs to involve and inform the public so they
too can help foster a strong community spirit. Allowing the public to voice their opinions in as
many ways as possible allows for increased feedback, which in turn provides for better
decision making on the Town’s part. The more that Administration and Council understand
what the people of Taber need and want, the better we can provide those services to the
taxpayers.
According to the Canadian Public Relations Society, “more than half of PR professionals
(55.7%) indicated that their organization uses measurement and evaluation methods
developed by [in-house] communication team[s] to measure public relations activities.”
Previous to April 2017, no communications surveys were undertaken by the Town, thereby
providing little evidence to suggest that current communications processes were effective. As
the Town of Taber increases its communications presence, it needs to actively measure the
success of those efforts and to adjust accordingly.
The results of this survey, in conjunction with other engagement measurements, will provide
information that will allow the Town of Taber to better manage the way it informs the public.
Citizens expect their government to be open, honest, and accountable, all of which the Town
of Taber strives for continually. The more opportunities we give the public to provide their
honest feedback, the better we can serve them.
Everyone has an active role to play in communications. Municipal government communications
is a continuous cycle between Council’s decision-making, Administration’s project
implementation, and the public feedback process. All three must work in conjunction to keep all
parties fully informed. As long as this cycle continues to evolve and strengthen, the Town of
Taber can continue to be a “great place to grow.”
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About the Survey
There are numerous ways to garner feedback from the public, but for the purposes of
communications, it is best to get public opinion that is honest, uninhibited, and completely
anonymous. This allows for the public to share how they truly feel, and for Administration to
implement changes based on those results. Therefore, it was decided that an online survey
would be most effective. In consideration of those who may not have had computer access,
paper copies were also made available at the front counter of the Administration Building.
After researching a number of other municipal communications surveys, the questions were
designed to reflect the current nature of communications for the Town. In addition to this, a
number of questions were asked to reflect what the public wanted to see more of from the
Town, and whether the current pattern of information was relevant to their needs.
The 2017 Town of Taber Communications Survey is intended to be the first in an annual public
survey that allows citizens to give feedback on how they receive information about the Town
and its operations. Each year can be customized with new questions, based on communication
initiatives of the past year and past survey results. This will allow the flexibility required to
correctly measure the effectiveness of initiatives put forth following public consultation.
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Constraints
As aforementioned at the beginning of this report, it was noted that there is a large
demographic in Taber who do not use computers or mobile devices on a regular basis, and an
online survey may alienate them from participating. In order to provide the option for interested
parties, a paper version of the survey was also made available at the Town Office. This is a
relatively easy way to allow for both demographics to participate in the survey if they chose to
do so.
Additionally, a survey is subject to the context of its time period. If a large news item were to
occur during the open period of the survey, the results could be skewed. In the case of this
survey, it is worth noting that a large news item did occur, that being the resignation of former
Mayor De Vlieger on April 25th. The survey closed on April 28th, and all responses had been
received before the time of the Mayor’s resignation, therefore there appears to be no chance of
this news story affecting the results of this particular survey. The results of this survey reflect
the former 7-person Council, and some comments made by respondents may no longer apply
to the new 6-person Council. However, current events is a factor that must always be
considered when analyzing results. Former news stories may also play a part in affecting
participants’ feedback, and must be deliberated when the results are compiled.
First surveys may not always garner large response rates. As the public is given more
opportunities over time to provide feedback, and become used to the idea that their feedback is
a necessary link in the governmental process, participation will only increase. For the first
Town of Taber Communications Survey, 74 responses were received.
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Survey Sections
General Demographics
These questions give a basic understanding of the age, gender, and location of the participants
in this survey. It also gives us a general idea of who is paying attention to our communication
efforts.

General Communications
Designed in order to get a general sense of public satisfaction with the Town’s current
schedule of information. These questions also outlined the methods in which the public
receives their information.

Social Media
This section of questions asked participants to indicate which types of social media they use
and what they would prefer to see on the Town’s social media profiles.

The Corn Husk Chronicles
As one of the Town’s more structured forms of communications to the public, these questions
were designed to ask if they read the Corn Husk Chronicles, and whether they feel the
information contained within them is relevant to them.

Communications about Council Meetings
Specifically requested by Council, these questions asked if the public would consider watching
a live-stream of Council meetings or a recording of Council meetings. This section also
included questions focused on the Council Highlights posted after every Council meeting.

Website Communications
In light of the Town looking towards a new website in the future, the questions in this section
will be used to evaluate our current website and identify the needs for a future update.

Overall Town Communications
In order to get feedback on overarching satisfaction with Town communications, the questions
within this section will provide a general “grade” for current efforts of Town communications.
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•

2 comments redacted due to lack of objectivity and relevance to this survey topic.
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•

1 comment redacted due to lack of objectivity and relevance to this topic
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“The public’s
feedback is an
integral part of
efficient
governmental
systems, and the
public must never
be made to feel
that their input
does not matter.
Providing more
opportunities for
the public to give
feedback is not
enough; reporting
on the outcomes
of that feedback
must also occur if
the public’s input
is truly valued.”

Analysis
Of the 74 respondents to this survey, 46% indicated they are satisfied with the Town of
Taber’s communications as a whole. While the small number of respondents makes up only
0.88% of the entire population of Taber, the feedback provided gives Administration and
Council a few points to consider and move forward with:

Timeliness of Communications: as indicated a few times within the responses, some
citizens feel as if the information they receive is outdated or behind the times. This is
something the Town can greatly improve on with more organization and a focus on becoming
proactive instead of reactive. This will require applicable staff members to think more
strategically about how their initiatives, projects, news, and announcements will be distributed
to the public. The more proactive the Town becomes with its communications processes, the
more informed our citizens will feel. This in turn will increase satisfaction with the Town’s
communications as a whole.

Public Feedback Process: A number of respondents made note of former feedback being
ignored or disregarded. The public’s feedback is an integral part of efficient governmental
systems, and the public must never be made to feel that their input does not matter. Providing
more opportunities for the public to give feedback is not enough; reporting on the outcomes of
that feedback must also occur if the public’s input is truly valued. If Council and/or
Administration decide to move in a different direction than the public provides input on, the
reasons why need to be clearly communicated. With the changes to the Municipal
Government Act coming in to effect in the fall, public participation policies will become a
mandatory element to a number of governmental processes. The Town of Taber has the
opportunity to be proactive and get started on that process.
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Transparency: Trust is the breath that is needed for a government to survive and thrive. So,
Administration and Council needs to ask themselves how we can ensure that the Town of
Taber is as transparent as possible to our citizens. It is noted within some respondent’s
comments that there is a feeling of dissatisfaction with the transparency of local government.
Right or wrong, that feeling is easily remedied with a number of small initiatives, and will go a
long way in bridging the gap between decision-making and the trust of the public. Whether it is
being available to the media to answer questions when they arise, releasing more data and
answers on a more frequent basis, or even providing contact information, the public has every
right to feel that they are represented and served by the Town of Taber to the best of our
abilities and at all times.

Information in a Second: When a large project or event occurs, the public want access to
necessary information at a moment’s notice. Town staff need to have that information at their
fingertips for when the public is in need of it, and there cannot be just one staff member who is
able to provide that information. When Administrative Staff feel informed, they feel more
adequately prepared to provide the public with information. A number of large projects have
been implemented within the last two years that required a great deal of information to be
disseminated to the public, and the Town can learn from those successes and failures to
provide a more well-rounded information cycle to both staff and public.

Neutrality: Governments walk a very fine line when dealing with contentious issues. The Town
of Taber has tried very hard to maintain an air of neutrality in all of its communications, but
public perception may not always be favourable to neutrality. Two respondents provide two
polar opposite comments in regards to neutrality: “I feel it is important for the Town to take a
neutral stance...” and “certain holidays that are historically religious deserve the respect they
are do [sic].” While consensus may never be reached on what is true neutrality for a
municipality, it is important for the Town of Taber to represent all of its citizens at all times.
Facts are always neutral; they cannot be disputed or refuted as they simply are what they are.
Communicating the facts more often and more openly will allow for the Town to maintain its
neutrality as frequently as possible.
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“The survey
results indicate
that progress is
being made
towards an open
and transparent
government, but
also shows that
there is still a long
way to go.”

Next Steps
The Town of Taber has employed a Communications and Projects Coordinator since
September 2015, but the Town has had a number of communication processes put in place
before that time. However, status quo is no longer efficient enough or useful enough for the
public, and therefore the Town of Taber must forge ahead with modernized, creative, and
timely strategies to help combat the information void the public often finds with local
governments.

The results of this survey are being implemented into the strategic goals of a Town of Taber
Communications Plan. Although the results of this survey are not all-encompassing as to the
kinds of goals the Town must strive towards, they do provide a basic framework for what
types of information our public want to receive. Once we understand the “what,” Town
Administration is better able to deliver the “hows” and “whens” of communications. As
aforementioned in this report, the Communications Survey is intended to be an annual gauge
of the successes of current communication initiatives for the Town.

The survey results indicate that progress is being made towards an open and transparent
government, but also shows that there is still a long way to go before they will click “extremely
satisfied” every time. With the help of the public, Administration, and Council, the Town of
Taber can craft a number of ways to get our information out in a more efficient and effective
manner. Whether it is fostering a positive relationship with the local media, testing out brandnew forms of social media, or using our own staff as information ambassadors, the Town has
an exciting path ahead of it when it comes to communications. We can build on what we have
done and currently do, and become the frontrunners for municipal communications not only in
our own community, but in Southern Alberta as well. The Town of Taber is a great place to
grow, and improved communications initiatives will let us demonstrate that to the world.
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