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Purpose

To objectively assess resident
satisfaction with the delivery of City
services

To measure trends from 2009 to 2011

To gather input from residents to help
set budget priorities

To compare Austin’s performance with
other large cities



Methodology

e Survey Description

iIncluded most of the questions that were asked in 2009
and 2010, plus a few new ones

e Method of Administration

by mail and phone to a randomly selected sample of
households (in both English and Spanish)

sample was stratified to ensure the completion of at least
200 surveys in each of 6 areas

Sample included households with traditional land lines and
cell phones

each survey took approximately 15 minutes to complete

« Sample size:

1,339 completed surveys

Good representation by age, income, race/ethnicity and
other factors

4
« Confidence level: 95% Margin of error: +/-2.7%
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Headline Story....

AUSTIN IS #1

« Among 13 cities with populations
greater than 500,000, the City of Austin

had the highest overall satisfaction
rating

— 65% In Austin vs. an average of 42% for the
other cities

— The 12 other cities included: Dallas, Fort
Worth, Oklahoma City, San Francisco,
Seattle, Boston, New York, San Diego,
Indianapolis, San Jose, Houston, and Detroit.



Other Notable Findings

e The City of Austin is Definitely Moving In
the Right Direction

 The City of Austin Continues to Set the
Standard for Other Large Cities

— Rated above the national average in 41 of 46
areas that were assessed on the survey

 Improvements to City Streets/Sidewalks,
Police Services and Health/Human
Services will have the most positive impact
on overall satisfaction over the next year. ’




Major Findings: #1

Residents Generally Have a
Positive Perception of the City



Q1. Perception Residents Have of the City

by percentage of respondents (excluding don't Knows)

Austin as a place to live 50% % 9%
Cwerall guality of life in the city %

% 23%
Austin as a place to retire 3% % 23%
Cwerall value for city tax dollars and fees 14% %

0% 20% 40% 60% 80% 100%

Austin as a place to raise children

Austin as a place to work

Cwerall quality of services provided by the City

How well Austin s planning growth |0 29%

m\Very Satisfied (5) mSatisfied (4) CINeutral (3) EDissatisfied (1/2)

Most Residents Feel Good About Living in Austin,

but There Are Some Concerns About Growth




Q2. Overall Satisfaction With Various Aspects of
City Services by Major Category

by percentage of respondents (excluding don't Knows)

Austin-Bergstrom International Airport 40% W /I 13%
Quality of public safety services 34% 48% 15%
Quality of drinking water services 35% | W | 14%
Quality of wastewater services 29% I W I I1 8%
Quality of parks and rec programs/facilities 28% W 19%
Quality of electric services 28% I W I 1;.*"%

Quality of City libraries W 20%
Overall management of stormwater runoff 29%
Overall quality of health and human services 299,
provided by City .
Quality of municipal court services o0%
Austin's overall effectiveness of communication 20%

25%

Overall maintenance of City streets and sidewalks
Overall quality of planning, development review, e
permmitting and inspection services ; i i
0% 20% 40% 60% 80% 100%

m\Very Satisfied (5) ESatisfied (4) CNeutral (3) mDissatisfied (1/2)

With the Exception of Planning/Development Review/Permitting/Inspection
Services and Street/Sidewalk Maintenance, fewer than 20% of the Residents 10
Surveyed Were Dissatisfied With Any of the Overall City Services Assessed




Major Findings: #2

Overall Satisfaction with
City Services Is Generally
the Same Throughout the City
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Satisfaction with the OVERALL quality of services provided by the City

Gy
While There Are
Some Differences for
Specific Services,
Overall Satisfaction 3oy
With City Services
Is the Same in Most o9

Parts of the City

LEGEND \
Mean rating W%%’E

on a 5-point scale, where: S @E% : // R ___UI-’ : k4 ;:f

B 1.0-1.8 Very Dissatisfied ; ,»57' %)
1.8-2.6 Dissatisfied (/ -
2.6-3.4 Neutral
3.4-4.2 Satisfied oy

B 4.2-5.0 Very Satisfied 4 g
Other (no responses) ‘4 @f) 74

35 8

2011 City of Austin Community Survey

Shading reflects the mean rating for all respondents by ZIP Code (merged as needed)
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Major Finding #3

Satisfaction Levels In the
City of Austin Are
Higher than the
National Average
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Perceptions of the City
Austin vs. Large U.S. Cities

by percentage of respondents who rated the item as a4 or 5 on a Spoint scale
where 5 was "very satisfied"

National Comparisons

' . . . . 46%
Cwverall quality of services provided by the Ci
quality P ¥ 19% above national average 65%

o
f The City as a place to raise children e fni?gn},
' L]

y -
The City as a place to live 11% above national average 59%

74%
80%
74%
17%

fr:werall quality of life in the city

The City as a place to work

359

. COverall value that you receive for your city taxe :
y y v 13% above national average [EstcH

60%

The City as a place to retire 549

I

359
B89

0% 20% 40% 60% 80% 100%

How well the City is planning growth

l

EaNational avg for cities with pop. =250,000 EAuUSstn

Source: ETC Msfitute DirectionFinder (2011) Final Results 14

Significantly Higher: Significantly Lower:



Satisfaction with Major Cateqories of City Services
Austin vs. Large U.S. Cities

by percentage of respondents who rated the itemas a 4 or 5 on a 5-point scale
National Comparisons where 5 was "very satisfied"

43% |

vaerall quality of customer service preyere———" TR 69%

vaerall effectiveness of communication by the City

40%

14% above national average 54%

|

79%
78%

vaerall quality of parks/recreation el ’6745%

78%
Y%

Overall quality of drinking water

|

QOverall quality of city libraries

73

4%
60%

5

f Overall management of stormwater runoff

|

71%

Overall quality of wastewater services 75%

7% :

11% above national average 48% !
529
58%

vaerall maintenance of city streets and sidewalks

[

vaerall quality of municipal court services

[[

75%
80%

0% 20% 40% 60% 80% 100%
EZNational avg for cities with pop. =250,000 mAustin

Overall quality of public safety services

Significantly Higher: Significantly Lower:




Overall Satisfaction With Parks and Recreation - 2011

by percentage of respondents who rated the itemas a4 or 5 on a 5-point scale
excluding don't Knows

Central US Large City Regional Benchmarks

100%
D L L L o o o o o e o o e o e o e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e
80% 4% 73% 7o 74%
68% [ aeo 68% B = ro% 6%
° 6 ° o 6
60% -l oo Lo g B S B0 ] 59% _
- | ] age, 2% N
O _
40% - |- f---f b B - S ) s B -
20% - |- fo--f b B - S ) s B -
0%
5 & & 3 o =3 o & & > & & £ &
< ‘} G & 3 & é{p 3 =y Nl F &
< @55‘ %?‘P . & A ,;:n‘{:&h ﬁ{?‘qﬁ? @Q‘q R & Qp‘:"‘} & ?515& & s x?;‘-“‘
& o = &
g & o
& &

Source: ETC Institute DirecionFinder (2011) 16



Satisfaction with Public Safety Services
Austin vs. Large U.S. Cities

by percentage of respondents who rated the item as a 4 or 5 on a S-point scale
where 5was "very safisfied"”

National Comparisons

54%
Enforcement of local traffic laws '
52%

l

88%
Overall quality of fire services

89%

f 68% !
Cwerall quality of police services l
75%

90%
Timeliness of Fire response o emergencies

&7%

65% |

. Speed of emergency police response

73%

0% 20% 40% 60% 80% 100%

EaNational avg for cities with pop. =250,000 mAuUstin
Sowrce: ETC Imstitute DirectionFinder (2011) Final Results

Significantly Higher: Significantly Lower:
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Feeling of Safety in the City
Austin vs. Large U.S. Cities

by percentage of respondents who rated the item as a 4 or 5 on a S-point scale
where 5 was "strongly agree"”

National Comparisons

87 %

| feel safe in my neighborhood during the da
69%

62%

. | feel safe in my neighborhood at night
12% above national average

1 3 >t
| feel safe in city parks ’

654%

0% 20% 40% 60% 80% 100%
EANational avg for cities with pop. =250,000 EAustin

Sowrce: ETC Institute DirectionFinder (2011) Final Results 18

Significantly Higher: Significantly Lower:



Satisfaction with Maintenance Services
Austin vs. Large U.S. Cities

by percentage of respondents who rated the item as a 4 or 5 on a S-point scale
where 5was "very safisfied"”

National Comparisons

44%

. Condition of streets in neighborhood

. Condition of major city streets

22% above national average GEY

Enforcement of local codes and ordinances

Condition of sidewalks in neighborhoods

‘ Traffic flow on major city streets :
10% below 289, |
national average '

0% 20% 40% 60% 80% 100%
EaNational avg for cities with pop. =250,000 EAustin

Sowrce: ETC Imstitute DirectionFinder (2011) Final Results 19

Significantly Higher: Significantly Lower:



Satisfaction with Parks and Recreation Services
Austin vs. Large U.S. Cities

by percentage of respondents who rated the item as a 4 or 5 on a S-point scale
where 5was "very safisfied"”

National Comparisons

52%

Quality of youth athletic programs offered by Ci 5 4

|

f o _ 58% :
Mumber DfWE]”{IﬂQJ"DIHIﬂQ trails 10% above national average E8% i
71%
75%

47% | ;
12% above national average 159%

Mumber of city parks

. Owverall satisfaction with city swimming pools

653%

Appearance of park grounds in Austin 50 :

I

60%
58%

A8%

52%

58%
652%

0% 20% 40% 60% 80% 100%
EMational avg for cities with pop. =250,000 EBAuUStin

Quality of outdoor athletic fields

l

Quality of adult athletic programs offered by Ci

|

Quality of park facilities

Sowrce: ETC Imstitute DirectionFinder (2011) Final Results 20

Significantly Higher: Significantly Lower:



Satisfaction with Neighborhood Services
Austin vs. Large U.S. Cities

by percentage of respondents who rated the item as a 4 or 5 on a S-point scale
where 5was "very safisfied"”

National Comparisons

' 56%
Cleanliness of city streets and public area . . :
13% above national average 50%
| - | | | 72%
Quality of residential curbside recycling service . :
14% above national average 869,
653% i
ulky item pick-up/removal services ;
11% above national average T4%
. N . 80%
Quality of residential garbage collectio
85%
. _— . 75%
Quality of residential yard waste collection
82%
53% i
Household hazardous waste disposal service 55:9; 5
]
0% 20% 40% 60% 80% 100%
EanNational avg for cities with pop. =250 000 mAuUstin
Sowrce: ETC Imstitute DirectionFinder (2011) Final Resuls 21

Significantly Higher: Significantly Lower:



Major Findings: #4

Satisfaction With Most City
Services Has Increased

22



Overall Composite Customer Satisfaction Index
2009 vs. 2010 vs. 2011

derived from the mean positive ratings provided by residents

Year 2009=100
110

105 foomommmmmmemoeeeees [y

100 ;-

95 |-

90 |-

85 |-

80
Austin U.S. Average

Overall Satisfaction in Austin Continues to Improve

Large U.S. Average

E2009 12010 m2011
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Composite Customer Satisfaction Index
by Department/Area: 2009 vs. 2010 vs. 2011

derived from the mean positive ratings provided by residents

Year 2009=100
Maintenance and Appearance Index 10 :
Improved 8 Points From 2010 110
' 100 | '
Public Safety Index 103
103
' [100
Environmental Services Index 1|31D2.
R ti d Cultural Servi Ind I 9?'100
ecreation and Cultural Services Index : :
ﬁsa g
100
Neighborhood Services Index 101
104
' 100 !
Customer Service Index 1%%1 ;
I 101

90 95 100 105 110 115 120
E2009 12010 mE2011

Overall Satisfaction Improved in Most Areas

Significant Increases: Significant Decreases:




Overall Satisfaction With Various Aspects of City
Services by Major Category - 2009, 2010 and 2011

by percentage of respondents who rated the item as a 4 or 5 on a S4oint scale (excluding don't Knows)
| B2

Austin-Bergstrom International Airport _ it

| T4%

Quality of public safety sevices Iﬁ??ﬂ%

o

Quality of drinking water services I—'ﬁ% =

[ | 723%

Quality of wastewater senices ﬁ T

IT,_

Quality of parks and rec programs/fiacilities —Jfﬂ?
| TE%
T2

Quality of electric semces _‘m% -

Quality of City libraries — %
Cverall management of stormwater runoff I g

1 & a%%%
Overall quality of health and human services | Not PTEM’IDUEW Asked
provided by City

(uality of municipal court services I_ FI"Ii -

. . . . | ] 1
Austin's overall effectiveness of communication ﬁ%

Overall maintenance of City streets and sidewalks | 8%
Cwverall quality of planning, development review, ‘ Not Prewwsi Asked
permitting and inspection services 40%

0% 20% 40% 60% 80%
m2009 O2010 2011

Overall Satisfaction Improved or Stayed the Same in 7 of 11 Major Areas Trends 25

Significant Increases: Significant Decreases:




Perceptions of Public Safety and Security -
2009, 2010 and 2011

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)

2%
| feel safe in my neighborhood during the day Ei%
Y 0°
| 76%
| feel safe walking alone downtown during the day 79%
61%
' ' ] 69% !
| feel safe in my neighborhood at night 71% !
74%
| 63%
| feel safe in city parks 65%
64%
I 0% | :
| feel safe walking alone downtown at night 33%
36% .
0% 20% 40% 60% 60%

[E2009 2010 m2011

Trends .

Significant Decreases:

Satisfaction with Public Safety and Security in
Austin Continues to Improve In Most Areas

Significant Increases:




Satisfaction With Various Aspects of Public Safety by

Major Category -

2009, 2010 and 2011

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)

Cwerall quality of fire senvices

Timeliness of Fire response to emergency location

Medical assistance provided by EMS

Timeliness of EMS response to emergency location

Cwerall quality of police semvices

Speed of emergency police response

Enforcement of local traffic laws

0%

Satisfaction with Public Safety Improved or Stayed the
Same in 5 of the 7 Public Safety Services Assessed

Significant Increases:

| 8

| &

——
| &

—

| 71%.

?5%

| 652% 5

2%

?3%
| 5%

G0%
—— 2

88%

86%
86%

| 26%
259
5%

7%

89%

7%
89%
7%

7%

20% 40% 60% &0%

m2009 02010 m2011

100%

Trends P

Significant Decreases:




Satisfaction With Various Aspects of Maintenance and

Appearance by Major Category - 2009, 2010 and 2011

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)

. Condition of streets in your neighborhood
. Condition of major city streets

. Condition of sidewalks in your neighborhood
. Timing of traffic signals on city streets

Pedestrian accessibility

. Bicycle accessibility

Enforcement of local codes and ordinances

Traffic flow on major city streets

| 59%

60%
6%

| 54%

| 47%

| 45%

27 %

I 28°%

539 !
— 58%
| A3% !
1 54%5

0% 20% 40%

60% 80%

m2009 2010 m201

1

Satisfaction with Maintenance and Appearance Improved in ALL Areas

Trends P

Significant Increases:

Significant Decreases:



Satisfaction With Various Aspects of Environmental
Services by Major Category - 2009, 2010 and 2011

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)

| 67%

Energy Conservation program 65%
65%

' | 63%

Flood control efforts 66%
65%

| 65%

Water Conservation programs within Austin 66%
_ 64%

. Water/wastewater utility emergency response time 59%

5%
‘ The water guality of lakes and streams 2%
58%

0% 20% 40% 60% 80%

m2009 02010 m2011

Satisfaction with Water & Wastewater Emergency Response Time Improved

Significant Increases: Significant Decreases:



Satisfaction With Various Aspects of Recreation and
Cultural Services by Major Category - 2009, 2010 and 2011

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't Knows)

Cleanliness of library facilities ﬁﬁﬁ%
Humber of city parks I_—}ﬁq

Library programs

I-Cl
TR
.

Overall quality of parks and recreation programs _ L
| | 713

Materials at libraries

Appearance of park grounds in Austin —Jﬁw
Humber of walking/biking trails I : :
Library hours ' | laﬂf;i
f Quality of facilities at city parks ﬂ ?,;;'
Overall satisfaction with city swimming pools _‘?ﬁ
Quality of outdoor athletic fields I—Jﬁ%ﬁ:
Safety in city parks and park facilities ﬂikm
Satisfaction with aguatic programs I—Jﬁgﬁ
. . |
———

Cuality of youth athletic programs
. Cluality of adult athletic programs %é‘l;ﬁ
0% 20% 40% 0% 80%

(92009 12010 WW2011
— S Trends
There Were Significant Improvements in Satisfaction in — 0]

the Quality of Park Facilities and Adult Athletic Programs

Significant Increases: Significant Decreases:



Satisfaction With Various Aspects of Residential and

Neighborhood Services by Major Category - 2009, 2010 and 2011

by percentage of respondents who rated the item as a4 or 5 on a Spoint scale (excluding don't Knows)

Guality of residential curbside recycling serices
Quality of residential garbage collection
Reliability of your electnc semvice

Safety of your drinking water

. GQuality of residential yard waste collection
. Cleanliness of your neighborhood

Bulky item pick-up/remaoval senices

Cleanliness of city streets and public areas

. Household hazardous waste disposal semice

Code enforcement of weed lots, abandoned
vehicles, graffiti and dilapidated buildings

L)

Satisfaction with Residential and Neighborhood Services

—?E
: ' : 0] 82%

d%ﬁ?

I ————.

| 1%

Y ¢

| 77%

#fg%ﬁm

| B5%

o

o

ki

20%

40% 60% 60%

2009 2010 mW2011

Trends

Improved in 9 of the 10 Areas Assessed On the Survey

Significant Increases:

Significant Decreases:



Major Finding #5

Priorities for Investment

32



Importance-Satisfaction Rating

Austin, TX
OVERALL
Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction I|-8 Rating
Category of Service % Rank % Rank Rating Rank
High Priority (13 .10-.20)
Overall maintenance of City streets and sidewalks 28% 3 48% 12 0.1456 1
Quality of public safety services 58% 1 80% 2 0.1160 2
Overall quality of health and human services provided by City 26% 4 58% g 0.1092 3
Medium Priority (15 <.10)
Quality of drinking water services 45% 2 78% 3 0.0990 4
Overall quality of planning, development review, permitting and inspection services 13% 8 40% 13 0.0780 5]
Quality of electric services 27% 5 72% 7 0.0756 6
Quality of parks and rec programs/facilities 21% 6 74% 5 0.0546 7
Austin's overall effectiveness of communication 8% 10 54% 11 0.0368 8
Quality of City libraries 13% 7 73% 6 0.0351 9
Quality of wastewater services 11% 9 75% 4 0.0275 10
Quality of municipal court services 5% 11 58% 10 0.0210 11
Overall management of stormwater runoff 4% 12 60% 8 0.0160 12
Austin-Bergstrom International Airport 3% 13 84% 1 0.0048 13

Overall Priorities:




2011 City of Austin DirectionFinder
Importance-Satisfaction Assessment Matrix
-Overall-

(points on the graph show deviations from the mean importance and =satizfaction ratings given by respondents to the survey)

mean importance
Exceeded Expectations Continued Emphasis

lower importance’higher satisfaction higher importance’higher satisfaction

Austin-Ben stroms
International Airport

_ ~ Quality of public safety servicese.
Quality of drinking water sernices.

Quality of wastewater senices «

Quality of City librariess sCJuality of parks and recreation programs/facilities

*Juality of electric services

Overall management of stormwater runoff

N

Municipal court servicess *Cverall guality of health and human
services provided by the City

means

Effectiveness of City communications

Satisfaction Rating

«verall maintenance of

Quality of planning, development review, City streets and sidewalks

pemmitting and inspection processes
Less Important . Opportunities for Improvement
lower importancedower s atisfaction higher importance/lower satisfaction

Importance Rating

Source: ETC Imstitute (2011) 34



Summary and Conclusions

e The City of Austin is Definitely Moving In
the Right Direction

 The City of Austin Continues to Set the
Standard for Other Large Cities

* Improvements to City Streets/Sidewalks,
Police Services and Health/Human
Services will have the most positive impact
on overall satisfaction over the next year.

AUSTIN IS #1 5




Questions ?

THANK YOU



