
 

 

 
 
 
 

 
In March of 2016, Cardel Rec South commissioned a 26 question survey which was sent out to all our 
regular clientele (renters and program registrants) in early March.  The purpose of the survey was to 
learn from you - our valued user groups – in how better we can serve you.  An impressive 258 responses 
were received thereby providing us with plenty of information to analyze.   

 
For the most part, we received excellent constructive feedback with several key themes resonating 
throughout the survey.  The following key themes were identified and served as the focus of a Strategic 
Planning session attended by Cardel Rec South team members who are responsible for the delivery of 
services. 

 
i. Improving the parking situation 

ii. Increasing the temperature and availability of the spectator heating 
iii. Improving communication between CRS and the end users 
iv. Locker room security is the responsibility of the user groups 
v. Improve operations staff customer service skills 

vi. More consistent positive customer service skills from our admin staff 
vii. Minor repairs were pointed out 

viii. Improve Wi-Fi quality in public areas and meeting rooms  
ix. Food services are expensive (CenteRice) 
x. Request for new and cheaper drop in programs (and better times) 

 
The following is a summary of the survey responses, along with managerial commentary and 
action/implementation plans being contemplated. 

 
 

ARENAS: 
 
1. As a community minor hockey participant (parent, coach, manager, etc), did you 

receive/read the Season Commencement Letter from Cardel Rec South? 
 

 
 
 
 
 

 
 
Observation:  A “Season Commencement Letter”, outlining minor hockey user expectations 
at Cardel Rec South, is handed to all team managers with the request that it be circulated to 
coaches and parents.  For those receiving this information, they find it very beneficial. 
 
Action Plan:  The information is beneficial but we need to look at the manner in which we 
distribute it.  Along with the traditional 4 page hand-out at the commencement of the minor 
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hockey season, new ideas for disseminating this information include providing informative 
snippets on rotating white boards, posters, educational material, posting on social media, 
etc.  If possible, keep the messages light and informative.  Clientele will also have the options 
to utilize a suggestion box with comments/responses being posted publicly or privately – 
depending on the nature of the concern. 
 
 

2. Overall, how would you rate the quality/price/value of our ice? 
 

 
 
 
 
 
 
 
 

Observation:  A few comments regarding poor quality, but no consistent concerns raised.  
Most comments are about the cold spectator seating, which will be addressed later. 
 
Action Plan:  Through our communications plan, inform clientele that SFCRA is self-
sufficient and does not receive tax funded subsidies.  Our goal is to operate a safe and 
efficient recreation centre for the community.  Advertise our “operating costs per hour 
compared to rental rates”. 

 
 

3. As you may be aware, thefts from the dressing rooms is a real concern.  Do you have any 
recommendations on how to better secure the dressing rooms?  Do you have any 
recommendations on how to improve the pickup/drop off of the dressing room keys? 
 
Observation:  Dressing room security is the responsibility of the user groups.  
 
Action Plan:  Have our operations staff continue to lock dressing rooms after they have 
cleaned them.  In doing, so clientele must sign out keys from the reception office.  Early 
morning and late night bookings are very low risk for thefts and do not necessitate 
extending the reception office hours.  Continue to educate our clientele about locking 
dressing room doors and taking their valuables out with them to the player’s boxes. 
 
 

4. If you visited the ice arenas as a spectator, what would you recommend to increase your 
overall experience at Cardel Rec South? 
 
Observation:  From the 152 respondents to this question, more than half (81) identified the 
need to increase the heat in the spectator stands.  16% requested we do something about 
the parking.   
 
Action Plan(s):   

 Spectator Heating:  Management will propose, to the Board of Directors, that  
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we amend our Spectator Heating policy and have the heaters turned on upon 
the request of our clientele.  Clientele to request heat in specific zones rather 
than just turning on all three zones.  Operations staff will have the ability to 
override the heaters if the ice quality is being impacted.  This amendment will 
have an impact on the 2016-2017 energy consumption budget, therefore, the 
Board will be requested to approve this amendment during budget 
deliberations. 

 
 Parking:  We need to inform our user groups that management is working on 

overflow parking with Home Depot and parking lot expansion with the City.  
Said projects need to be updated on a regular basis in order to keep our 
clientele “in the know”.  Until an authorized pedestrian corridor is installed 
across Shawville Blvd, Cardel Rec South will not promote nor encourage 
participants to jaywalk across this busy road.  Management will investigate 
having team bus loading and unloading re-located to the west parking lot 
thereby alleviating congestion and vehicles parked in the south lot while they 
are on bus trips. 

 
 

5. Do you find our ice arena operations staff courteous and willing to help? 
 
 
 
 
 
 
 
 

Observation:  For the most part, our operations staff are courteous; however, a Customer 
Service Training program may be in order.    
 
Action Plan(s):  Management will engage the services of a 3rd Party facilitator to 
educate/remind our operations staff that we need to be working with our clientele and not 
in a “grumpy/adversarial” manner.  Vindictive behavior by our staff is not acceptable and 
will not be condoned. 
 
 

6. Do you have any other comments, questions, or concerns specifically related to the ice 
arenas at Cardel Rec South? 
 

Observation:  A few maintenance issues were identified and will be addressed by our 
operations staff.  In addition to comments pertaining to our parking woes and spectator 
heating, (which have been addressed previously), feedback was received in regards to 
providing 4 hockey nets for practices.    
 
Action Plan(s):  Budget provisions will be made to allow the purchase/repair of additional 
nets to allow for 4 quality nets per arena (total of 16 nets are required).  Operations staff 
would be advised to automatically provide 4 hockey nets for shared practices.  4 nets will 
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be made available for non-shared practices upon request.  User groups will be reminded 
that hockey nets are not to be used for resistance training, skate helpers or laid down to 
provide smaller shooting targets.  Teams identified in using the equipment in any manner in 
which they are not designed will be reminded in a courteous manner.  If this non-desired 
practice continues, the extra nets will be removed from the ice surface.  This policy would 
be implemented solely with safety in mind. 
 
 

MEETING ROOMS & GYMNASIUM 
  

7. If you have booked any of our meeting/multi-purpose rooms or gymnasiums; did you find 
value for the costs associated with booking these areas? 

 
 
 
 
 
 
 
 

Observation:  Overall prices are reasonable.  Some rooms need AV attachments repaired.  
Our value-added Wi-Fi is unreliable.  Clearly, our clientele appreciate having access to Wi-Fi, 
they just would appreciate more stable access. 
 
Action Plan(s):  A review of our Wi-Fi hotspots has already commenced.  Budget provisions 
will be presented to the Board, thereby increasing the band-width and reliability of our Wi-
Fi service.  We are also looking at the antennae location of the Wi-Fi hotspots.  Meeting 
room AV will be amended to allow for use of Apple and Mac products.  For customers 
forgetting AV cables, these will still be available for sign out in the Reception Office. 
 
 

8. If you booked a meeting/multi-purpose room or gymnasium; did you find the areas clean 
and readily accessible for your booking(s)? 

 
 
 
 
 
 
 
 
 

Observation:  For those respondents using the meeting rooms and/or gymnasiums; the 
overwhelming feedback is that the room are clean and ready for use. 
 
Action Plan(s):  Administration staff will continue to liaise with our clients and facility staff 
to ensure that rooms are available and set up as requested. 
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9. Did you find our Facility Supervisor staff courteous and helpful? 
 
 
 

 
 
 
 
 
Observation:  Facility Supervisors are well received and respected by our user groups. 
 
Action Plan(s):  Continue our hiring practices of employing staff who enjoy interacting with 
the public, rather than focusing on the hiring of technical skills (which is the priority for 
operations staff).  Facility Supervisors will be reminded, via customer service training, of the 
importance of their role within the facility. 

 
 
PROGRAMS  

 
10. Did you find value for the price of your drop-in public skate or shinny hockey program?  

How may we adjust our drop-in public skate or shinny hockey programs to better suit your 
needs? 

 
 
 
 
 
 
 
 

Observation:  Fees for our Drop In programs are fair and reasonable. 
 
Action Plan(s):  Our drop in fees continue to be set based on the City of Calgary’s drop in 
program fees.  We must do a better job in marketing our pre-purchased discount punch 
cards.  New program ideas were plentiful and we will look at scheduling new drop in 
programs (age specific sticks & pucks, figure skating, public skating, etc) on school holidays. 
 
 

11. Special Events: 
a) Did you participate in any of our Complex Special Events such as the Halloween 

"Boorific Bash" or the 3 on 3 Tournament and Community Carnival held on the Labor 
Day weekend)? 

b) Suggestions for Improving Current Special Events: 
c) Suggestions for new Special Events: 

 
Observation:  66% of the respondents state that they have attended at least one of our 
special events with the majority enjoying them – especially the 3 on 3 Labor Day 
Tournament and Community Carnival. 
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Action Plan(s):  With several requests to host a spring 3 on 3 hockey tournament, coupled 
with the challenges and costs associated with running the Labor Day Community Carnival, 
management is looking at running a Spring 3 on 3 hockey event and moving the Carnival to 
a regular weekend (rather than a long weekend).  In doing, so we may be able to recruit the 
necessary volunteers to keep this event affordable.  Concern is raised as to whether the 
community can financially support the Carnival in 2016 – even though it would serve well to 
lift the spirits of the community.  Having this event in conjunction with a major community 
run craft fair would create positive synergies.  

 
 
ADMINISTRATION 

 
12. Did you find our reception and/or administration staff knowledgeable, courteous and 

willing to help? 
 
 
 
 
 
 
 
 
 

Observation:  As with Operations, our Reception staff would benefit from a Customer 
Service refresher. 
 
Action Plan(s):  Arrange for Customer Service Training for our Operations and Reception 
staff. 
 
 

13. Food Services: 
 

Observation:  Feedback on our food services was varied. 
 
Action Plan(s):  Survey responses will be shared with our food service tenants.  Tenants are 
standalone operations. 
 
 

14. Are you aware that Cardel Rec South operates in a self-sufficient manner and that we 
receives zero funding from the City of Calgary?  (All our expenses must be paid solely 
through the revenues generated from our rental and program registration fees). 
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Observation:  As our clientele turns over, we need to continually keep our community 
updated on the terms and conditions of our operating lease with the City of Calgary. 
 
Action Plan(s):  Include key information from our lease terms and conditions in our 
marketing strategy.  i.e:  Full time liquor service cannot be offered within SFCRA, rates and 
fees are set by the City, parking allotment is determined by the City, etc) 

 
 
 
Thank you for taking the time to provide your open and honest feedback.  We have taken your comments 
to heart and will now strive to improve our operations so that you can be very proud of your community 
recreation facility and confident in knowing that we are providing all the services you require and have 
requested in a cost-effective manner. 
 
Feedback, whether it be complimentary or constructive, is always welcomed and can be forwarded to 
our General Manager, Les Turner at 403-201-8652 or via email at les.turner@cardelrec.com 
 


