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Section 3 – City Hall Staff Customer Service 
 

Q8. Personal contact with City of Williams Lake Employee 
 

 

 

 

 

 

Twenty-seven percent of respondents 

had personal contact with a City of 

Williams Lake employee in the past 

12 months. 

 

The remainder of the questions in 

this section were asked to the 107 

Citizens who had personal contact 

with City employees. 

 

 

Q9. Method of Contact 
 

 

 

 

 

Among the 107 

respondents who had 

contact with a City 

Employee in the past 

12 months, 52% made 

contact in person at a 

City of Williams Lake 

facility and 41% made 

contact over the 

telephone. 

 



 

Page 12 

Q10. Type of Service received from City 
 

 

 

 

Among the 107 

respondents who had 

contact with a City 

Employee, 28% made 

contact related to 

bylaws-parking, 

animal control, 

business licensing and 

21% made contact 

related to finance – 

payment of taxes, 

utilities. 

 

 

Q11. Quality of Service 
 

 

 

 

The service provided City of Williams 

Lake staff was excellent.  Friendliness 

received the highest mean rating at 

8.7, followed by treated you fairly at 

8.6 and competent at 8.5. 
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Section 4 – City Services 
 

Q12. Use of City Facilities 
 

 
 

In the past 12 months, 40% had been to the Regional Airport at least once.  Twenty-three percent of 

Citizens used a City park more than once per month and 36% used a City Recreation Centre more 

than once per month.  Seventy-five percent of respondents had visited a landfill or transfer station 

at least once in the past year. 
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Q13. Q14. Satisfaction and Importance of City of Williams Lake Services 
 

 
 

 

The highest satisfaction ratings were received for City Beautification (8.0); Curbside garbage and 

recycling collection (7.9); and Protective Services such as 9-11, Fire and Emergency Preparedness 

(7.8).  The lowest satisfaction ratings were received for Street Maintenance (5.4) and Snow and Ice 

removal (6.0).
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Importance-Performance Analysis: 

 

An importance/performance grid was generated which plots the importance of certain elements of 

service delivery by the satisfaction ratings (or instead performance) given to those elements.  

Performance ratings for a particular service attribute were measured on a 10 point scale where 1 is 

equal to poor and 10 is equal to excellent.   

 

 
 

Less effective performance in more 

important areas 

 Improvement Needed 

Very effective performance in 

more important areas 

 Excellent Service 

Less effective performance in less 

important areas 

 No Change Necessary 

Very effective performance in less 

important areas 

 Keep up the Good Work 

 

The City of Williams Lake is delivering excellent service on Police Services, Protective Services, 

air quality and curbside garbage and recycling.  There is room for improvement on Street 

maintenance, sidewalks and snow and ice removal. 

 

 

 

 
                        Snow and Ice Removal 
 
 
 
 
 
Street Maintenance          Sidewalks 
 
 
 
                                        Bylaw  
                                        Enforcement                   
 
 
 
 
 
 
 
 
   Transit  

Services 
 

        Police  
        Services 
                              Protective 
    Services 
  
 
     Air Quality 
                                            Curbside             
                                            garbage and  
                                            recycling 
 
 
        Parks and Recreation Services 
 
 
 
 
 
 
 
 
   Regional Airport 
 
 
  City Beautification 
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Section 5 – City Website 
 

Q15. Internet Access 
 

 

 

Seventy-eight percent of 

respondents have access to the 

Internet.  Among respondents aged 

18-39, 88% have Internet access 

compared to 57% of respondents 60 

or older. 

 

 

 

Q16. Email usage 
 

 

 

Seventy-two percent of respondents 

use email.  
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Q17. Receiving online information 
 

 

 

Among respondents with Internet 

Access, 71% would consider 

interacting with the City of Williams 

Lake thru the City Website.   Only 

20% would consider using Facebook 

and 2% would consider using 

Twitter. 

 

Base: Respondents with Internet access 

 

 

Q18. Q19. Paying for services thru City Website 
 

 

 

Among respondents with Internet 

access, 61% would register for 

recreation programs if this service 

was available on the City Web 

Page.   Fifty-nine percent would 

pay property taxes and 57% would 

pay utility fees thru the City Web 

Page. 

 

 

Among respondents who would pay 

for services thru City Website, 80% 

indicated they would give their 

credit card over a secure connection 

to purchase these services. 

Base: Respondents with Internet access 
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Section 6 – Thompson River University 
 

Q20. Awareness of University Campus 
 

 

 

The vast majority (97%) are aware 

that Williams Lake has a university 

campus. 

 

 

 

Q21. Attending Thompson River University 
 

 

 

 

Thirty-two percent of 

respondents indicated that 

someone in their household 

attends or plans to attend 

Thompson River University in 

the next 5 years.  This 

percentage was higher among 

younger respondents.  
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Section 7 – City Spending 
 

Q22. Q23.  Changes to City Spending 
 

 
 

 

    
Base: Respondents who want to lower level of taxes and lower levels of service 

 

The majority (69%) would 

advise the City to keep the same 

level of services and keep taxes 

unchanged. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Only 4 respondents 

recommended reducing spending 

on all services.  Three 

respondents recommended 

reducing spending on Parks and 

Recreation Services and another 

3 respondents would reduce 

Beautification spending.  
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Q24.  What would you like done differently? 
 

 
 

 

 

 

 

 

 

 

 

Thirty-five percent would like 

the City of Williams Lake to add 

a program, service or facility.  

Thirty percent would not like to 

see any changes. 

 

Respondents were asked to 

specify what they would like 

added or eliminated.  The open 

ended responses can be seen in 

Appendix 3. 
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Section 8 – Environmental Concerns 
 

Q26. Most important Environmental Concern Facing Williams Lake 
 

 
 

 

 

 

Thirty-one percent feel the most 

important environmental concern 

facing Williams Lake is Air 

Quality. 

 

Eleven percent of respondents 

were most concerned about 

wildfires and both water quality 

and water supply were identified 

by 10% of respondents. 
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Section 9 – Communications 
 

Q27. Source of information 
 

 
 

 

 

 

 

The majority of residents (69%) 

learn about local government 

issues from the newspaper, 29% 

from TV and 27% from the 

radio. 
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Q28. Methods of Communication 
 

 
 

 

 

 

 

 

 

 

 

The most important method for the City 

of Williams Lake to involve Citizens in 

decision making is putting 

communications in the Community 

Newspaper (7.9/10).  This was 

followed by public opinion surveys 

(6.8) and contact with City Staff (6.7). 

 

 

 

 

 

 

Maintaining a Facebook page or a 

Twitter account were the least 

important methods of communication.  

 

 

 

 

 

 

 



 

Page 24 

Section 9 – Respondent Information 
 

 
 

 
 

 

 

 

 

 

The average number of years 

that respondents have lived in 

the City of Williams Lake was 

24 years. 

 

 

 

 

 

 

 

 

 

 

 

 

The distribution of age was 

weighted to match the 

population distribution 

determined from 2006 Census.  

 

 

 

 

 

 

 

 

 

Over 3 in 4 respondents (76%) 

owned their home and 24% rent 

their home.   

 

50% of respondents were males 

and 50% were females. 
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Appendix 1 – Telephone Questionnaire 
 
Hello, my name is __________ and I calling on behalf of the City of Williams Lake.  We 
are talking to Williams Lake residents to help the City set budget priorities and improve 
services.  Your responses will remain completely confidential. 
 
1. Just to confirm, are you over 18 years age and live in the City of Williams Lake? [If clarification 

needed: You pay property tax to the City of Williams Lake?] 
Yes 
No  [THANK AND TERMINATE] 

 
2. On a scale of 1 to 10 with 1 equal to poor and 10 equal to excellent how would you rate… 

Poor                          Excellent 

1 … … … … 10 

1 the overall quality of life in Williams Lake?       

2 Williams Lake as a place to raise children?       

3 as a place to retire?       

 
3. On a scale of 1 to 10 with 1 equal to strongly disagree and 10 equal to strongly agree please 

rate your level of agreement with the following statements… 

  Strongly Disagree Strongly Agree  

  1     10 

1 I receive good value for the taxes I pay       

2 The City of Williams Lake listens to citizens 

and encourages their involvement in making 

decisions. 

      

3 In general, I believe the City of Williams Lake 

is doing a good job 

      

 

4. In your opinion, what is the single most important issue facing the City of Williams Lake? [DO 

NOT READ, MARK ONE ONLY] 

Traffic – too much 

Population growth / Overcrowding / Urban Planning 

Population decline 

Road conditions 

Bypass Route 

Aging infrastructure 

Lack of Jobs/ poor economy 

Taxes – maintain, rising 

Climate / weather 

Pine Beetle 

Air quality 

Crime / Safety of Citizens 

Drug problems 

None 

Don’t know 

Other ____________________ 
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5. What is your favourite thing about living in Williams Lake? [DO NOT READ, MARK ONE 

ONLY] 

Relaxed lifestyle 

Friendly people 

Great place to raise a family 

Climate/Weather 

Vegetation, Parks, Scenic 

Recreation, available activities 

Community spirit 

Proximity to wilderness 

Economy / Jobs 

Safe community – low crime 

Clean air 

Clean water 

Size of community  

Everything – great community 

Nothing 

Don’t know 

Other please specify: ___________________ 

 
6. On a scale of 1 to 10 with 1 equal to Not Safe and 10 equal to Very Safe please rate your level 

of safety and security in the following areas… 

  Not Safe Very Safe  

  1     10 

1 Your neighbourhood       

2 Downtown core       

3 Recreation Complex       

4 Boitanio Park       

5 River Valley Trail       

6 Schools       

7 Williams Lake overall       

 

7. Compared to 2 years ago, do you feel Williams Lake is a safer place to live?  [READ LIST] 

Yes, safer 

No, the same 

No, less safe 

Not sure [don’ t read] 
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8. Have you had any personal contact either in-person, on the phone, by email or fax with a City 
of Williams Lake employee over the last 12 months? 

o Yes 

o No  skip to Q12 

o Not sure  skip to Q12 

 
9. What method or methods did you use to contact the City of Williams Lake employee?  

[DON’T READ, MARK ALL] 

o In person at a City of Williams Lake facility (City hall, firehall, rec centre) 

o In person in community (at home, on the street, at a community meeting, etc.) 

o Telephone 

o Mail 

o Fax 

o E-mail 

o Other ____________________________________________________ 

 
10. During your most recent contact with a City of Williams Lake employee, what type of service 

were you seeking? [DO NOT READ] 
 

1.       Building Inspection 
2.      Planning (zoning, development permits) 
3.       Finance (payment of taxes, utilities) 
4.       Bylaws (parking, animal control, business licensing)  
5.       Public works (snow removal, garbage collection) 
6.     Recreation (recreation centre, events) 
7.     Other ______________________ 

 
11. On a scale from 1 to 10 with 1 equal to poor and 10 is equal to excellent please rate the service 

provided by the City of Williams Lake employee during your most recent contact… 
 

Poor                      Excellent 

1 … … … … 10 

1 Friendliness       

2 Level of knowledge       

3 Competent       

4 Treated you fairly       

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

needed 

      

 

 



 

Page 29 

12. In the past 12 months, approximately how often did you participate in each of the following 
activities?  [READ] 

  

Never 
Once or 

Twice 

Three of 

Four 

Times 

Once 

every 1 

to 2 

months 

More 

than 

once a 

month 

Not Sure 

1 Used City Recreation 

Centre 
      

2 Used a City park       

3 Used the Regional 

Airport 
      

4 Visited City Hall       

5 Visited a City Landfill 

or transfer station 
      

6 Visited Scout Island       

7 Visited the Tourism 

Discovery Centre 
      

 

 
13. On a scale from 1 to 10 with 1 equal to Not satisfied and 10 equal to Very satisfied,  how 

satisfied are you with the following City of Williams Lake services? 
Not satisfied                Very Satisfied 

1 … … … … 10 

1 Curbside Garbage and Recycling Collection       

2 Air Quality       

3 Regional Airport       

4 Street Maintenance       

5 Sidewalks       

6 Regulatory bylaws including Nuisance Control, 

Animal Control, Open Air Burning, Noise, 

Untidy/Unsightly Premises 

      

7 Snow and Ice removal       

8 Parks and Recreation Services       

9 Protective Services such as 9-11, Fire, and 

Emergency Preparedness 

      

10 Police Services       

11 Transit services       

12 City Beautification       

 
14. On a scale from 1 to 10 with 1 equal to not important and 10 equal to very important, how 

important are the following City of Williams Lake services? 
Not important       Very Important 

1 … … … … 10 

1 Curbside Garbage and Recycling Collection       

2 Air Quality       

3 Regional Airport       

4 Street Maintenance       



 

Page 30 

5 Sidewalks       

6 Regulatory bylaws including Nuisance Control, 

Animal Control, Open Air Burning, Noise, 

Untidy/Unsightly Premises 

      

7 Snow and Ice removal       

8 Parks and Recreation Services       

9 Protective Services such as 9-11, Fire, and 

Emergency Preparedness 

      

10 Police Services       

11 Transit services       

12 City Beautification       

 

 
15. Do you have access to the Internet? 

o Yes 

o No Go to Q20 

 
16. Do you use e-mail? 

o Yes 

o No 

 
17. Which of the following would you consider using to interact with the City of Williams Lake? 

[READ LIST] 

o City Website 

o Facebook 

o Twitter 

o Four square  

 
18. If the following services were offered on the City of Williams Lake web page, would you use 

them? [READ LIST] 

o Pay for a Building Permit 

o Pay utility fees 

o Pay property taxes 

o Register for recreation programs 

o Buy a Dog License 

 
19. [If yes to the above] Would you be willing to give your credit card number over a secure 

connection to purchase these services? 

o Yes 

o No 
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20. Are you aware that Williams Lake has a University Campus? 

o Yes 

o No  

 
21. Does anyone in your household attend or plan to attend Thompson River University in the next 

5 years? 

o Yes 

o No  

 
22. If faced with the following realistic choices, what would you advise the City to do?   [CHOOSE 

ONLY ONE:] 

o Improve services with higher taxes 

o Same level of services with taxes unchanged 

o Reduced level of service with lower taxes.  [Ask q23] 

o No opinion (don’t read) 

 
23. Which services would you like reduced?  

o Bylaw Enforcement 

o Protective Services 

o Parks and Recreation services 

o Garbage and recycling services 

o No services- use money more efficiently 

o All service 

o Not Sure 

o Other – specify:_______________________ 

 

24. If there is one thing you would like the City of Williams Lake to do differently, what would it 

be? For instance, is there any City services, facilities or programs would you like added or 

changed? [DO NOT READ, MARK ONE ONLY] 

No changes 

Not sure 

Add program/service/facility [Ask q25] 

Eliminate program/service/facility [Ask q25] 

Other: _______________________ 

 

25. What program, service or facility? __________________________ 
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26. What do you think is the most important environmental concern facing the City of Williams 
Lake? [DON’T READ, MARK ALL] 

air quality 
water supply 
water quality 
wildlife 
wildfires 
greenhouse gas reduction 
too many cars 
improve public transit 
pine beetle 
over development/ preserve land 
recycling, garbage, landfills 
invasive plants 
not sure/none 
Other ________________ 

 

 
27. How do you learn about local government issues? [DON’T READ, MARK ALL] 

o Contact City staff 

o Community Association 

o City website 

o City publication 

o TV  

o Radio 

o Word of mouth: neighbours, friends 

o Newspaper  

o Internet, Online news/blog 

o Other  ___________________________________________________________ 

o Don’t learn about government issues 

o Don’t know 
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28. On a scale of 1 to 10 with 1= not important and 10= very important, please rate the importance 
of the following ways the City of Williams Lake can involve you more in policy making, 
development planning and the budget process. 

Not                       Very 

Important          Important 

1     10 

1 Advisory Committees       

2 Public meetings / hearings       

3 Referenda       

4 Contact with City Staff       

5 Public Opinion Surveys       

6 Community Newspaper       

7 Community Association       

8 Open-line radio / TV program       

9 Broadcast Board Meetings       

10 Maintain a Facebook webpage       

11 Maintain a twitter account       

12 Any Others? If yes,  please 

specify__________________ 

      

 
29. How long have you lived in the City of Williams Lake?  ________Years 

 
30. Which of the following age groups do you fall into? 

o 18 – 19 

o 20 – 39 

o 40 – 59 

o 60+ 

o Refused 
 

31. Do you rent or own your home?   

o Own 

o Rent 
 

32. [Interviewer] Indicate respondent Gender: 

o Male 

o Female 

 
33. In case my supervisor wants to check my work, could I please have your first name? 

_________________ 

 

 

Thank you very much for your participation. 
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Appendix 2 – Detailed Tables 
 

 

 

 

 

 

 

 

Banner Legend:

Question Banner Grand Total:
Response

27% 34% 33% 28% 25% 34% 30%

22% 21% 22% 23% 17% 18% 21%

22% 24% 17% 25% 17% 26% 23%

30% 21% 29% 24% 42% 22% 26%

250 250 119 264 24 82 500

Neither

Province or Sun

Province Only

Sun Only

Both Province

and Sun

Which newspapers
have you read or

looked into in the past
week?

 BaseTotal

Male Female

Gender

Single/
never

married Married

Living
with a

partner

Divorced/
separated/

widowed

Marital Status

Grand

Total

percentages

for all

people

answering

Question

Column Percentage:
Columns add up to 100%

Example: Out of all Females:

34% read neither Province or Sun

21% read Province only

24% read Sun only

21% read both Province and Sun  

           100% of Females

Base:
Number of people answering

both Question & Banner

Note:

If Base <100, interpret column

percentages with caution.

If Base <50, interpret column

percentages with extreme caution.
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How would you rate...

5% 6% 6% 1% 5% 5% 6% 5% 4%

56% 64% 59% 38% 58% 54% 62% 55% 50%

39% 30% 35% 61% 37% 42% 32% 40% 47%

6.8 6.5 6.6 7.6 6.8 6.8 6.5 6.8 7.1

400 152 157 91 200 200 146 119 135

7% 8% 8% 3% 8% 6% 8% 6% 6%

56% 56% 59% 50% 56% 56% 63% 54% 50%

37% 36% 32% 47% 36% 38% 28% 40% 44%

6.6 6.6 6.4 7.2 6.5 6.7 6.3 6.8 6.9

400 152 157 91 200 200 146 119 135

8% 9% 9% 7% 7% 9% 8% 9% 8%

56% 60% 61% 39% 61% 50% 58% 60% 50%

36% 32% 30% 55% 32% 40% 35% 32% 42%

6.4 6.3 6.2 7.3 6.4 6.5 6.4 6.2 6.7

400 152 157 91 200 200 146 119 135

1-3 Poor

4-7

8-10 Excellent

The overall quality

of life in Williams

Lake?

Mean

Base
Total

1-3 Poor

4-7

8-10 Excellent

Williams Lake as a

place to raise

children?

Mean

Base
Total

1-3 Poor

4-7

8-10 Excellent

As a place to

retire?

Mean

Base
Total

Total

18-39 40-59 60+

Age

Male Female

Gender

1-15 yrs 16-30 yrs 31+ yrs

How long have you lived in the

City of Williams Lake?

Mean ratings based on a scale from 1 to 10 with 1=Poor and 10=Excellent
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How would you rate...

20% 22% 23% 10% 22% 18% 13% 21% 27%

57% 59% 57% 55% 58% 56% 63% 59% 49%

23% 19% 19% 35% 20% 26% 24% 20% 24%

5.7 5.6 5.4 6.3 5.4 5.9 5.9 5.6 5.5

400 152 157 91 200 200 146 119 135

16% 14% 17% 16% 17% 15% 14% 12% 21%

62% 65% 64% 56% 68% 57% 66% 65% 56%

22% 21% 19% 28% 15% 29% 20% 23% 23%

5.8 5.9 5.7 5.9 5.5 6.1 5.9 5.9 5.7

400 152 157 91 200 200 146 119 135

10% 10% 12% 8% 11% 10% 7% 13% 12%

60% 61% 61% 56% 66% 54% 63% 57% 58%

30% 30% 27% 36% 24% 36% 30% 31% 29%

6.2 6.2 6.0 6.6 5.9 6.5 6.3 6.2 6.1

400 152 157 91 200 200 146 119 135

1-3 Poor

4-7

8-10 Excellent

I receive good value for

the taxes I pay

Mean

Base
Total

1-3 Poor

4-7

8-10 Excellent

The City  of Williams

Lake listens to cit izens

and encourages their

involvement in making

decisions

Mean

Base
Total

1-3 Poor

4-7

8-10 Excellent

In general, I  believe the

City of Williams Lake is

doing a good job

Mean

Base
Total

Total

18-39 40-59 60+

Age

Male Female

Gender

1-15 yrs 16-30 yrs 31+ yrs

How long have you lived in the

City of Williams Lake?

Mean ratings based on a scale from 1 to 10 with 1=Poor and 10=Excellent
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37% 46% 36% 27% 37% 38% 40% 37% 35%

18% 16% 22% 14% 16% 20% 19% 19% 16%

7% 4% 7% 12% 9% 5% 6% 6% 8%

4% 6% 3% 4% 4% 5% 5% 5% 2%

4% 3% 1% 9% 2% 5% 3% 5% 3%

3% 3% 2% 6% 4% 2% 3% 1% 7%

3% 2% 3% 6% 4% 3% 3% 1% 6%

3% 1% 5% 4% 4% 3% 1% 4% 4%

3% 4% 3%  1% 5% 4% 4% 1%

3% 2% 1% 7% 4% 2% 2% 2% 4%

2% 5% 1%  2% 3% 5% 2%  

2% 1% 4% 1% 2% 3% 3% 2% 1%

2% 1% 2% 3% 3% 1% 2% 3% 1%

2% 1% 2% 3% 2% 2%  2% 4%

2% 1% 3%  3% 1%  4% 2%

1% 1% 2% 1% 1% 1%  3% 1%

1% 2% 1%  2% 0% 2%  1%

1%  1% 3% 0% 2% 1% 2% 1%

1% 1% 1% 1% 1% 1% 1% 1% 1%

0%   1%  0%   1%

400 152 157 91 200 200 146 119 135

“ Crime, Safety of

Cit izens”

“ Lack of Jobs, poor

economy”

“ Road condit ions,

maintenance”

“ Don't know”

Affordable housing -

low income, senior,

homeless

“ None”

Water - quality, quantity

“ Aging infrastructure”

Activit ies for youth

“ Population growth,

Overcrowding, Urban

Planning”

Education funding

“ Drug problems”

Other

Health care

More eff icient use of

public funds

Lack of recreation,

culture, shopping,

entertainment

“ Population decline”

“ Taxes – maintain,

rising”

“ Air quality”

“ Bypass Route”

In your

opinion,

what is the

SINGLE

most

important

issue

facing the

City of

Williams

Lake?

BaseTotal

Total

18-39 40-59 60+

Age

Male Female

Gender

1-15 yrs 16-30 yrs 31+ yrs

How long have you lived in the

City of Williams Lake?

 




















































