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Overview

This analysis presents findings from the recent Net

Promoter Score/Customer Satisfaction Survey (NPS/CSAT)
survey focused on Tourism in Maple Ridge. The survey was
conducted to assess visitor experiences, satisfaction levels,
and the likelihood to recommend Maple Ridge’s attractions
and tourism offerings to others. The survey revealed strong
participation in outdoor activities, particularly at key sites
like Thornhill, Kanaka Creek and Golden Ears Park, but also
highlighted areas for improvement, including low service
usage and barriers to participation for some visitors.

Key findings suggest opportunities to enhance the visitor
experience through targeted marketing campaigns, better
service accessibility, and increased collaboration between
the Parks, Recreation, Arts and Culture, Economic
Development, and other related teams. In addition,
expanding and promoting tourism services such as guided
tours, shuttle services, and cultural events can foster
greater engagement and economic activity for local

businesses.



Residents/visitor awareness of tourism offerings in Maple Ridge? How do residents/visitor learn about tourism offerings in Maple Ridge?

Awarness of Tourism in Maple Ridge How respondents learn about our tourist attractions

social media |GGG 21
Friends or family
Word of mouth referral
Online search
Neighborhood information
Other
Visitor information centre

2%
I Travel agency

Strongly agree Neither agree nor Disagree Strongly disagree
disagree




Improvements respondents say would encourage their participation
in tourist attractions/activities in Maple Ridge

Ratio of respondents who participated in tourism activities Reason for non-participation
VS non-participants

Suggested improvementsto foster participation

I don’t have enough information
about the attractions.

45%

41% | don't find the attractions appealing.

| prefer attractions in other cities.
22%

14%  m The attractions are too far or

~ inconvenient to reach.
B | don’t have the time.

B The attractions are too expensive.

33%
20%
I ]

More diverse and Better promotion More events or Enhanced visitor Improved Lower costs or more Other
exciting activities and awareness of festivals facilities (restrooms, transportationor  affordable options
attractions parking, etc.) access to attractions

mYes = No
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What services /attractions did participants access?

Services accessed by Maple Ridge residents that participated in tourist
attraction/activities during trip

11% 11%
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None Camping site Local Other Public Visitor Accommodation Guided tours
shopping/malls transportation information  (hotel, short-
centre term rentals)

How satisfied are participants with the attractions and services?

Distribution of resident’s overall satisfaction with the tourism activity or
service in Maple Ridge
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Common reasons for satisfaction with activities/services

What participants liked about the tourist activity/service

28%
25% 20% 18%
B B L [ - -
| —

The natural The quality and Thrill and The opportunity Customer service, Other Nothing. | didn't
beauty, scenery, variety of the food excitement at the tolearn overall like any of it.
and ambiance and drinks, event, adventure, something new organization, and
services, or or hotspot management of
activity lineups. the activity

Common reasons for dissatisfaction with activities/services

What participants did not like about the tourist activity/service

32%
27%
18%
= —

Overcrowding or Nothing. | liked all Limited Other Insufficient Lack of clear Poor customer
long wait times of it! availability or information or signage and  service, quality or
variety of food guidance about directions maintenance of
and drinks, the activity facilities
services, or
activity lineups.




Net Promoter Score

Our current NPS rating is approximately -32.

Promoters (scores 9-10): 15+56=71

Passives (scores 7-8): 43+42= 85

a nd ! e Detractors (scores 0-6): 25+15+27+35+48+26=176
Experiences

NPS Calculation: (Promoters—Detractors/Total

Response )x100
71-176/332*100=-31.6

How likely residents of Maple Ridge are to recommend tourist
attractions/activities to a friend or colleague

14%

11%
8%
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" Démographic profi‘gl_é af respondents
Age distribution

Distribution of age of respondents

—

18-24 25-34 45-54 55-64 65 or older Under 18 Not specified

Female

Gender distribution

Gender of respondents

' 0.6% 0.3%
]
Prefer not to say Non-binary Gender not listed

Respondents connection to Maple Ridge

How survey participants are connected to Maple Ridge

-

Live and work Visit Own a business
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How do people currently learn about our tourism events and activities?

_ i 1
- b i = o .I..l*.. - - )
® s e &k -
C o m m u n I C a t I O n - How respondents learn about our tourist attractions

Social media [ NN -
Friends or family [ 2o

Word of mouth referral

Online search

Neighborhood information

Other

Visitor information centre

Travel agency

What are the preferred channels for receiving tourism information?

How they prefer to receive information about tourism events, activities, and services?

61%
5%
39% o
36% 34%
29%
15%
10% ,
I . - i 6%

Facebook  Instagram Localevents  Flyers, Email (e.g., Online ads Social Media  Other Text YouTube X (formerly
brochures  from staff messaging Twitter)
directly)




Most appealing tourism categorization

Categories of activities/attractions that Maple Ridge residents
partake in

Adventure Hub

Farm Fresh

Urban Hotspot

Cultural Experience
Scenic Views / Outdoor Attractions
Events & Festivals

Water Activities

Food & Drink

Heritage Sites
Family-Friendly Activities
Nature & Wildlife
Cycling & Trails
Shopping

Sports & Recreation

Others

Most popular tourism attraction

Commonest activities and/or attractions Maple Ridge residents partake in

Golden Ears Park
Hammond Park & Stadium
Kanaka Creek Regional Park
Maple Ridge Fair
Kingfishers Waterfront Bar & Grill
Big Feast Bistro & Retail
Golden Ears Cheesecrafters
Shinobi Sushi

S&S Blueberry Farm
Whonnock Waterfront
Albion Community Centre

The Act Arts Centre

Malcolm Knapp Research Forest

Silver Valley Trail
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What improvements or new offerings are most desired?

Types of attractions/services people would like to see in Maple Ridge

69%
63% 63%
I I |

Food and drink Cutdoor activities Artsand Family-friendly Cultural or historical Accommodation/Hotel Other
experiences {hiking, biking, etc.) entertainment events activities sites attractions
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? M What motivates people to visit Maple Ridge
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Primary purpose of visit to the tourist attraction/activities
in Maple Ridge
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Connecting with nature | N 647
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R Family and friends time out | EEEEEEE o2
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Exploring my community | -1
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and relaxation)

ok itentional tourist visit/day tripper | 11%
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Top 10 Bundles of Activities/Attractions

-or-Behavior and Motivations

Rank Bundle of Activities/Attractions Cnun-t of Proportion
Mentions

1|Golden Ears Park, Wildplay Element Park, Golden Ears Cheesecrafters 40 16.00%
2 |Golden Ears Park, Wildplay Element Park, Silver Valley Brewing 37 14.80%
3|Golden Ears Park, Golden Ears Cheesecrafters, 5&5S Blueberry Farm 33 13.20%
A\Wildplay Element Park, Golden Ears Cheesecrafters, Maple Meadows Brewing 28 11.20%
5|Golden Ears Park, Ridge Brewing, Golden Ears Cheesecrafters 25 10.00%
6|Wildplay Element Park, Silver Valley Brewing, Golden Ears Cheesecrafters 22 8.80%
7 |Wildplay Element Park, S&S Blueberry Farm, Golden Ears Cheesecrafters 20 8.00%
8|Golden Ears Park, Golden Ears Cheesecrafters, Thomas Blueberry Farm 18 7.20%
9|Golden Ears Park, Wildplay Element Park, Ridge Brewing 16 6.40%
10|Golden Ears Park, Kingfishers Waterfront Bar & Grill, Golden Ears Cheesecrafters 14 5.60%




Action Plan

Increased direct engagement with tourism businesses to

provide feedback on service perceptions for the purpose of
service improvement.

g R Seasonal marketing campaigns to better highlight Maple
o AR Ridge’s attractions, itineraries, and experiences available
in the City.

@
B
(=]
e
]
H
]
-
)
s
@

y

Strengthening collaboration with tourism operators will
ensure alignment with visitor expectations.

Collaboration with Corporate Communications to create
targeted marketing campaigns to increase the promotion
and awareness of local attractions and itineraries.




Action Plan

Implement a data-driven approach to segment visitor
demographics and preferences to tailored experiences.
Strengthened collaboration with tourism operators and

experience providers to align product offerings with visitor

expectations.

Collaborate with relevant departments to enhance visitor
accessibility and infrastructure improvements such as
directional and way-finding signage.

Continued engagement with new potential Hoteliers, brand
owners, landowners, and developers/operators regarding the

opportunities for hotel development in Maple Ridge.




Conclusion

ﬁ Maple Ridge @ Maple Ridge

= 4 ( The survey captured data on visitor satisfaction,
City on the e | Driven by participation in local activities, service usage,
move ; commumtg perceived barriers and likelihood to promote

tourist offerings in Maple Ridge. Findings
revealed our outdoor recreation and adventure
opportunities as a gem cherised by residents and
visitors. However, low engagement with
available services highlights opportunities to
enhance awareness and access.
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Insights from this report will inform strategic
decisions and support initiatives that align with
the tourism strategy and the city’s vision for a
vibrant, inclusive, and sustainable tourism
sector.



Amaka George-Shobo
Tourism Coordinator
2363358003

City of Maple Ridge
December 2024
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