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INTRODUCTION




PROJECT BACKGROUND

Context

The Commissionds c o Mmegsearchyas designed to
perception research has evolved focus on two specific groups to
over the past five years from understand potentlal differences in
annual quantitative surveys to communication needs:

guantitative and qualitative

methods alternating annually. 1. Calgarians who  trust CPS

The research is customized and 2. Calgarians who do not trust CPS

updated annually to provide
insights that are relevant for CPS
and the Commission each year.

This research will help inform
actions to improve
communications and trust in the
Calgary Police Service (CPS).

In 2023, we conducted qualitative
research focused on the impact of
communications and transparency
on trust in CPS.
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11| 2022 Calgary Police Commission
Citizen Satisfaction Report

In the 2022 quantitative research, trust
in CPS significantly declined.

CPS is a police service | trust
High + Moderate Agreement (%7  -10)

(0]
85% 77%%

2020 2022

Topic Rationale

Trust is critical to policing and is the foundation for police legitimacy.

The 2022 Citizen Satisfaction research found trust in CPS is declining and
Calgarians mentioned communications as a top area for improvement
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RESEARCH OBJECTIVES 6 Wh at we di scuss

To explore how communications and : Introduction & Warm  -up
. . . Moderator and participant introductions
transparency ImpaCt Commur"ty trust in the : ) :
. ) Trust in Calgary Police Service
Calgary Police Service. A Word or phrase to describe how participants feel about CPS

A What has led to that feeling: interaction, communications, etc.

Recall of Communications about CPS
A Top of mind recall of communications about CPS
A Source of recall ; trustworthiness of

\o ReseaI’Ch Objectlves A What participants want to hear from CPS

A Best ways for CPS to communicate with  participants

Addressing & Preventing Crime

Gather an in -depth understanding of ~ what Calgarians want to hear R e narch L L oS eleeh CPS i ko lkeep

from CPS and the best channels to communicate with them Calgary safe and to address/prevent crime
A Whatdo participants want to hear, are they hearing the information
Explore Calgarian perspectives of CPS communication in four areas: they want, what is missing, and impact on feelings about CPS

Mental Health & Addictions

Handling calls A Explore perceptions of the job CPS does in handling these calls

involving Transparency A Recall of communications about how CPS is handling these calls
; ; : . and A What do participants want to hear, are they hearing what they
Addrgssmg C”m(.e people in crisis accountability want, what is missing, and impact on feelings about CPS
crime prevention due to mental -
of police . : .
health or - Accountability of Police Actions
addictions A CPS transparency and accountability in communications about
police actions (e.g., budgets, priorities, police misconduct)
A What do participants want to hear, what is missing, and how might
CPS improve
Outcome i
Wrap Up & Check -out
Provide actionable insights for the Commission and CPS A Any additional thoughts or feedback to share
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RESEARCH METHODOLOGY

Twenty -six citizens of Calgary participated in online focus groups to discuss how
communications and transparency impact their trust in the Calgary Police Service.

-

Four online focus
groups via Zoom

£

April 12 and 13:
two groups with
Calgarians who trust CPS

April 19 and 20:
two groups with
Calgarians who do not
trust CPS

See appendix for detailed methodology.
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'.| Who we talked to

A mix of gender and ages
A mix of Calgary communities

Some new immigrants to Canada within the
past five years

A mix of self-identified ethnicities /cultural
backgrounds including African, Arab,
Canadian/North American, Caribbean,
Chinese, English/Irish/Scottish, Filipino, French,
Indigenous, and South Asian

Some LGBTQA+ citizens

Calgarians who have had  contact with a
Calgary Police officer in the past 12 months
and those who have not

Discussions are moderator -led, monitored,
informal interactions

Permit in-depth probing to understand
different perspectives

Thoughts and feelings are expressed in the

participant sandaither owor d s

levels of passion

Qualitative research is valuable as a means
of capturing a range of opinions , rather
than as a means for counting opinions

Results of qualitative research are  not
statistically projectable  to the population at
large
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A City of Calgary Newsroom:
A Online google search including CalgaryHerald.com

Launch of call -diversion
pilot; 911 and 211 are
co -located, whereby
911 calls about social
supports can be

diverted to the Distress
Centre

The Alex is selected as
CPS® partner
the Community Mobile
Crisis Response pilot , a
program where crisis
workers are sent to
peoplein crisis instead

of police officers

D —

https://newsroom.calgary.ca/?h=1&t=Police

, Globalnews.ca , Calgarysun.com

Fatal New Ye ar 0 s
Day shooting in
Ranchlands

Second -degree murder
charges for five former
Memphis, TN officersin
the death of Tyre Nichols

i ver

Operation Cold Start
launched across
Alberta, an auto
theft prevention
program

JAN

\ FEB

N —"

, Newsroom.calgary.ca

Community Mobile Crisis
Response pilot program
is launched

$2.8 M grant proposed for
Vancouver Costal Health
to expand program pairing
police with mental health
nurses

Firearms seized in
organized crime and drug
trafficking investigation

Arrests of two menin
relationtoa stabbing

outside Louise Riley Library

, Cbc.ca, and CNN.com

Mar 2,

2023

—

EXTERNAL CONTEXD CPS NEWS RELEASES AND MEDIA COVERAGE

Snapshot of media coverage and environment around the time of the community
perceptions focus groups.

Charges made in relation

tothe deathof Judy Maerz ,

who was discovered in
Deerfoot Athletic Park

Fraud Prevention month
campaign by CPS and
partnering organizations to
provide education on
recognizing and reporting
fraud

Safe and Inclusive
Access Bylaw passed by
Calgary City Council

Double stabbing at
4th Street SWc-train
platform

Arrest and charges
made in relation to
violent incidents at the
Anderson c-train station
platform

MAR ‘

Rising concerns about
Apr 3, Calgary transit safety ;
2023 City of Calgary announced

actionsto make transit

S Safer

Alberta announced new

Apr 4, measures for tackling transit
2023 safety and violent crime
N—

Apr 5, Ranchl ands New

Day homicide suspect
2023 arrested

Trust CPS Focus Groups
(Apr 12, 13)

CPS Chief Mark Neufeld
mediarelease - reassures
Calgarians thatthe city is
safe, crimerate is lower
than 2022

Do not Trust CPS Focus
Groups (Apr 19, 20)

APR ‘
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CONTEXT: UNDERSTANDING TRUST

Trust has two components: capability and character.
It is impacted by citizen experiences, collaboration, and communications.

Trust is the foundation for police legitimacy.
It is core to policing
Trust has two components

1. Capability trust which is the ability of
CPS to meet citizen needs . | t i s owhat
you do. 0

2. Character trust is the perceived

motivation to be good, honest, and do

nohaf)m. 1t is perceptions of 0o Capability  Character
do it. o O What DD6 udHOWY o u

Trust in CPS is impacted by:
A Experience with CPS (e.g., interactions)
A Communications (e.g., TV, social media)

A Collaboration (e.g., working with citizens
and community agencies)

Source: 1© ESOMARCONGRESS 2022, D'0°n 6 t S8R Ui Y ARY 0L T x4 BAEERITS A ML LIRS RIS TN €

Lyndall Spooner CEO of Fifth Dimension Research and Consulting : | L L U M | N A R E S E A R C H P A R T N E R S
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SUMMARY OF KEY INSIGHTS
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Communication needs are similar.

Communication needs were similar across participants. What participants
want to know from CPS and advice on how to communicate to them is the
same and doesndt change based on the

The difference is that participants who distrust CPS had an interest in more
communication more frequently than participants who trust CPS.

There is a willingness to trust CPS again.

Participants who do not trust CPS expressed an openness to trusting CPS
again, but it will take a consistent, long  -term effort by CPS in their interactions,
communications, and community collaboration.
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