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Purpose

To objectively assess resident
satisfaction with the delivery of City
services

To measure trends from 2008 to 2014

To gather input from residents to help
set budget priorities

To compare Springfield’s performance
with other cities



Methodology

Survey Description

— included most of the same questions that were asked in
previous surveys

Method of Administration

— mailed to a random sample of Springfield residents

— phone follow-ups were completed approximately a week
later

— survey took approximately 15-20 minutes to complete

Sample size:

— Goal was 800 completed surveys
— Actual was 932 completed surveys

Confidence level: 95%

Margin of error: +/- 3.2% overall



Annual Household Income
by percentage of respondents

Under $30,000
29%

Not provided
8%

$100,000 or more
12%
$30,000 to $59,999
29%
$60,000 to $99,999

22%

Good Representation By INCOME

Source: ETC Institute DirectionFinder (2014 - City of Springfieid, MO)



Age of Respondents

by percentage of respondents

35-44 years

19% 18-34 years
23%

45'52%},23 ars 75+ years
8%
65-74 years

11%
95-64 years

19%
Good Representation By AGE

Source: EIC Institute DirectionFinder (2014 - City of Springfield, MO)



Gender of Respondents
by percentage of respondents

Male
49%

Female
51%

Good Representation By GENDER

Source: ETC hstitute DirectionFinder (2014 - City of Springfield, MO)



City of Springfield
2014 Community Survey

Location of
Respondents

Good Representation By LOCATION
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Bottom Line Up Front

« Overall, the City of Springfield is Moving in the Right
Direction

— The Composite Customer Satisfaction Index for the City
improved 1 point from 2011 while the national index
decreased by 2 points during the same period

— Satisfaction ratings improved or stayed the same in the
majority of areas that were rated in 2011 and 2014

« Overall Satisfaction with City services rated 15% above the
KS/MO Average and 12% above the National Average

 |f the City wants to see its overall satisfaction rating
increase, the City should emphasize improvements to
Traffic Flow, the Maintenance of City Streets and Public
Safety over the next 2-3 years.




Major Findings: #1

Residents Generally Have a
Positive Perception of the City
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Perceptions of the City

by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale (excluding “don't know")

The overall quality of life in Springfield 18%

Springfield as a place to raise children 21%

Your neighborhood as a place to live 17%

Overall quality of services provided by the City 25%

Overall appearance and attractiveness of the City 27%
Springfield as a place to work 25%
Overall value received for City taxes and fees 32%
How well the City is planning growth 36%

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

[EVery Good (5) E@Good (4) CNeutral (3) EBad (1/2) |12

Only 6% of Residents Surveyed Were Dissatisfied With the Overall Quality of Services; Residents are 3 times

more likely to be satisfied (51%) with the value of taxes than they are to be dissatisfied (17%)



Overall Satisfaction with City Services

by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale (excluding “"don't know")

Overall quality of fire protection

Overall quality of police protection

Quality of customer service from city employees

Wastewater services

Location of the City's drop-off recycling sites

City yardwaste disposal locations

Effectiveness of Springfield-Branson Natl. Airport

Quality of the City's stormwater management system

Effectiveness of city communication with public

Maintenance of city streets and infrastructure

Overall enforcement of city codes and ordinances

Overall flow of traffic in the City

Most Residents Were Most 0% 20% 40% 60% 80% 100%
Satisfied With Fire Services;

They Were Least Satisfied
with Traffic Flow

mEVery Satisfied (5) Satisfied (4) CINeutral (3) EDissatisfied (1/2)
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Source: ETC Institute DirectionFinder (2014 - City of Springfieid, MO)



Feeling of Safety in the City

by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale (excluding “don't know™)

Walking alone in your neighborhood during the day

From violent crime in your neighborhood

In the City park nearest to your home

From property crime in your neighborhood

In Downtown Springfield

Residents Generally Feel Safe in their
neighborhoods, but only one-third of

residents reported feeling safe in
Downtown Springfield

0%  20%  40%  60%  80%

100%

@ Very Safe (5) (ASafe (4) CNeutral (3) @Unsafe (1/2)

Source: EIC Institute DirectionFinder (2014 - City of Springfield, MO)
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Major Findings: #2

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

€l

While There Are
Some Differences for
Specific Services, el
Overall Satisfaction |
With City Services
Is the Same in Most
Parts of the City

€l

LEGEND A
Mean rating W‘%%F‘
on a 5-point scale, where: S

B 1.0-1.8 Very bad

1.8-2.6 Bad
2.6-3.4 Neutral
3.4-4.2 Good

- 4.2-5.0 Very Good
Other (no responses)

2014 City of Springfield Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)



Major Findings: #3

Satisfaction With Most City
Services Has Increased
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Overall Composite Satisfaction Index

2008 to 2014

derived from the overall satisfaction ratings provided by residents

Base Year 2008=100

120

100 |-

80 |-

60 |-

40 |-

20 |-

Springfield

Springfield’s Composite Rating Increased by 1 point

while the national average decreased by 2 points

U.S. Average

2014 m2011 E2008
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Significant Changes From 2011

Notable Short-Term Increases

» Ratings of the City as a place to work (+5%)

Quality of the City’s stormwater management system (+5%)
Effectiveness of City communication with the public (+4%)
Location of the City’s drop-off recycling sites (+4%)

City’s efforts to keep residents informed about local issues (+4%)

Notable Short-Term Decreases
» Cleanliness of City streets and public areas (-6%)
» Overall maintenance of City streets and infrastructure (-5%)
« Maintenance of major City streets (-5%)
« Maintenance of neighborhood streets (-5%)
 City efforts to prevent crime (-5%)
» Overall enforcement of City codes and ordinances (-4%)
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Perception of the City of Springfield
2008 to 2014

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding “don't Know")

Overall quality of services provided by the City

Overall appearance and attractiveness of the City

. How well the City is planning growth |

The overall quality of life in Springfield

Your neighborhood as a place to live

. Overall value received for City taxes and fees

. Springfield as a place to work [

Springfield as a place to raise children

100%

2014 £22011 32008 T d
Source: ETC Institute DirectionFinder (2014 - City of Springfield, MO) renas piy

Significant Increases: Significant Decreases:



Satisfaction with City Services
2008 to 2014

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

Overall quality of police protection

Overall quality of fire protection

‘ Maintenance of city streets and infrastructure |

Overall enforcement of city codes and ordinances |

Quality of customer service from city employees [Z

Effectiveness of city communication with public |

Overall flow of traffic in the City |pzzzzzzzzz 1
Quality of the City's stormwater management system pZzzzzzzzzzzzzz;z;zzz ;2

City yardwaste disposal locations pzzzzzzzzzzzz zz zzzzz;zz;z2;;;Z

Wastewater services |

f Location of the City's drop-off recycling sites pZzzzzzz7

Effectiveness of Springfield-Branson Natl. Airport

2014 222011 2008
Source: EIC Institute DirectionFinder (2014 - City of Springfield, MO) Tren dS 21

Significant Increases: Significant Decreases:



Feeling of Safety in the City
2008 to 2014

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

From violent crime in your neighborhood

‘ From property crime in your neighborhood
. In the City park nearest to your home |

48% ;

‘ Walking alone in your neighborhood during the day |

‘ In Downtown Springfield

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

m2014 222011 2008

Source: ETC Institute DirectionFinder (2014 - City of Springfield, MO) Tre n d S 22

Significant Increases: Significant Decreases:



Satisfaction With City Communication
2008 to 2014

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

Availability of info about City programs/services

. City's efforts to keep residents informed 2

The level of public involvement in local decisions

. Types of info available on the City’s web site

. How easy it is to find info on the City's web site |

City's info on CityView public access channels {77777z

Info provided by the City prior to issue elections [~

60% 80% 100%

2014 232011 32008

Source: ETC Institute DirectionFinder (2014 - City of Springfield, MO) Tre n ds 23

Significant Increases: Significant Decreases:



Satisfaction With City Maintenance
2008 to 2014

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

' Maintenance of major city streets

‘ Maintenance of streets in your neighborhood

Maintenance of sidewalks in your neighborhood

Maintenance of street signs and traffic signals [

‘ Cleanliness of City streets and public areas

Maintenance of City-owned buildings

35% : :
Sharing of info about maintenance/City-owned bldgs [Not asked previously | ; :
0% 20% 40% 60% 80% 100%
2014 222011 2008
Source: ETC Institute DirectionFinder (2014 - City of Springfield, MO) Tre n ds 24

Significant Increases: Significant Decreases:



Satisfaction With Public Safety
2008 to 2014

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

‘ City efforts to prevent crime

Enforcement of local traffic laws 2~

How quickly police respond to emergencies [/7/7777/777//7727777772777

f How quickly fire personnel respond to emergencies [~

City fire prevention education

Emergency 911 senvices [~ 76%
Not asked in 2008 : : :
_ . . o . 52% i
Sharing public safety information with community [Not asked pr¢viously : ; :
0% 20% 40% 60% 80% 100%

m2014 £22011 32008

Source: ETC Institute DirectionFinder (2014 - City of Springfield, MO) Tre n d S 25

Significant Increases: Significant Decreases:



Satisfaction With

Parks and Recreation

2008 to 2014

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

Maintenance of City parks pzZzZZZ

Cleanliness of City parks [z

fLocation of City parks LI, 7 I

Walking and biking trails in the City pzzzzzzzzzzzzzzzzz2z2222222222222

Clty swimming pools A A

Clty g O |f c OU r s e S A A S

. City outdoor athletic fields

Sharing of Parks/Rec information with community

0

Significant Increases:

. The Clty's youth recreatlon programs A A A
. The City's adult recreation programs |z

% 20% 40% 60% 80%

Significant Decreases:

100%

m2014 232011 32008
Trends B

Source: ETC Institute DirectionFinder (2014 - City of Springfield, MO)



Major Finding #4

Overall Satisfaction in the

City of Springfield Is Higher than
the Kansas/Missouri Average

and the National Average
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Satisfaction with Issues that Influence Perceptions of
the City: Springfield vs. Kansas/Missouri vs. U.S.

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was “very dissatisfied”

15% above KS/MO Ay 69%

»Quality of city senvices 22222/ 2. 5**

7%

7§7%
Quality of life in the city 1777777772772/ 4% 519

74%
Neighborhood as a place to live 7777777777777/ 85%

24%
51%

Value received for tax dollarsffees [7777777777::7;777777777] 44%

48%

' ' 59%
City as a place to work 2%
' ' | 75%
City as a place to raise children |77/ 82%

80%

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

H Springfield EZKansas/Missouri Average EU.S. Average

28
Source: ETC Institute DirectionFinder (2014 - City of Springfield, Mo) ~ National Benchmarking Data - All Communnities



Major Finding #5

Priorities for Residents
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Importance-Satisfaction Rating
City of Springfield, MO

Overall Priorities for City Services

Most Importance-
Most Important Satisfaction Satisfaction I-S Rating

Category of Service Important % Rank Satisfaction % Rank Rating Rank
Overall flow of traffic in the City 51% 2 33% 12 0.3387

Maintenance of city streets and infrastructure 55% 1 43% 10 0.3163

Overall quality of police protection 40% 3 67% 2 0.1310 3
Overall enforcement of city codes and ordinances 19% 4 42% 1 0.1112 4
Effectiveness of city communication with public 17% 5 48% 9 0.0893 5
Quality of the City's stormwater management system 15% 6 49% 8 00772 6
Effectiveness of Springfield-Branson Natl. Airport 14% 7 53% 7 0.0639 7
Location of the City's drop-off recycling sites 12% 9 59% 5 0.0489 8
City yardwaste disposal locations 9% 1 58% 6 0.0374 9
Quality of customer service from city employees 9% 10 60% 3 0.0355 10
Overall quality of fire protection 13% 8 86% 1 0.0180 1
Wastewater services 3% 12 60% 4 0.0128 12

Overall Priorities:




2014 City of Springfield DirectionFinder
Importance-Satisfaction Assessment Matrix
-Overall-

(points on the graph showdeviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations Continued Emphasis
lower importance/higher satisfaction higher importance/higher sstisfaction
Overall quality of fire protection e
o) Quality of customer service
= from city employees
'*;j' City yardwaste disposal locations * Overall quality of police protection |
(12 S
c Wastewater services o g
Location of the City's drop-off recycling sites -
o )
'g Effectiveness of Springfield-Branson Natl. Airport ® g
Quality of the City's stormwater management systeme i
) . c
s
“u-, Effectiveness of city communication with public g
-*;:. Overall enforcement of city codes and ordinances e Maintenance of city streets and infrastructuree® £
75}
Owerall flowof traffic in the City®
Less Important Opportunities for Improvement
lower importance/lower satisfaction higher importance/lower satisfaction

Importance Rating

Source: ETC Institute (2014) 31



Q6. Neighborhood Issues That Should be the Top
Priorities for Improvement in Neighborhoods

by percentage of respondents who selected the item as one of their top three choices

Speeding

Stealing/theft

Drugs 24%

—  mp
— |

Homes/buildings in disrepair _ 22%
Unmowed, weedy lots/yards 21%
Cluttered, junky yards/porches _ 21%
Stray animals - 17%
Traffic congestion I 16%
Noisy animals - 15% '
Street litter - 13%
Loitering . 6%
crafiti T 4% |
Abandoned vehicles I 2% , , ,
0% 10% 20% 30% 40%

H 1st Choice O2nd Choice m3rd Choice

Source: EIC Institute DirectionFinder (2014 - City of Springfield, MO)
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Q19. Community Issues That Should Recelive the

Most Emphasis Over the Next 2 Years

by percentage of respondents who selected the item as one of their top three choices

o

Job creation/retention - 659
Affordable housing - 41%
Transportation improvements - 29%
Public Safety improvements i 23%
Neighborhood upkeep and maintenance - §20°/o
Managing growth and development 1;8%
Improvements in Downtown Springfield 15%
Government transparency 15°i/o
Attracting visitors to the area 11%
Parks and open space improvements 10%
Increasing diversity
Streamlining business regulations
0% 20% 40% 60%
mm1st Choice O2nd Choice m3rd Choice
33

Source: ETC Institute DirvectionFinder (2014 - City of Springfieid, MO)



Other Findings
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Primary Sources Residents Use to Get Information
About City Government - 2008 to 2014

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

City's Web site —si‘%"
< '

Public signs Z Z Z

41%
41%
%

T

City View video channels

Contacting City staff

Dailv new r B v VY, VY, /4/5:\" 74 80%
aily newspape . . L80%) o
sion news ———————— |
Local television news 1 25%
. - . “ 38% :
Clty Utilities INSerts [z 7 77 s sad . )
4 -

: m46%
Radio [ZZ227z22272722272727227277772277777777 777771 43%

. . 7%
Public meetings @‘fﬁg%

. 10% |
I Community events %9161% :

City's social media presence (Facebook, etc.) Ag’g

e e e e c e e e e

%
ot asked in 2008 !
0% 20% 40% 60% 80% 100%

Trends E%

m2014 222011 32008

Source: ETC Institute DirectionFinder (2014 - City of Springfield, MO)




Q22. Do you currently recycle?

by percentage of respondents

Yes
63%

Not provided
%

Q22a. If NO, why not?

It's not convenient

No
36%

Don't have space to store materials

Recycling facilities are not accessible/available
Don't knowwhat recycling services are available
It costs too much

It's messy/unclean

Takes too much time/I'm too busy

Don't know how to recycle

Other

0% 10% 20%  30%  40%  50%

Source: ETC Institute DirectionFinder (2014 - City of Springfieid, MO) 36



Q21. Level of Support for Recycling Efforts

by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale (excluding “"don't know")

Building more recycling drop-off services 14%

Increased recycling education/information services 15%

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

mVery Supportive (5) EaSupportive (4) COSomewhat Supportive (3) mNot Supportive (1/2)

Source: ETC Institute DirectionFinder (2014 - City of Springfieid, MO) 37



SUMMARY



Overall Composite Satisfaction Index

2008 to 2014

derived from the overall satisfaction ratings provided by residents

Base Year 2008=100

120

100 |-

80 |-

60 |-

40 |-

20 |-

Springfield

Springfield’s Composite Rating Increased by 1 point

while the national average decreased by 2 points

U.S. Average

2014 m2011 E2008
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Significant Changes From 2011

Notable Short-Term Increases

» Ratings of the City as a place to work (+5%)

Quality of the City’s stormwater management system (+5%)
Effectiveness of City communication with the public (+4%)
Location of the City’s drop-off recycling sites (+4%)

City’s efforts to keep residents informed about local issues (+4%)

Notable Short-Term Decreases
» Cleanliness of City streets and public areas (-6%)
» Overall maintenance of City streets and infrastructure (-5%)
« Maintenance of major City streets (-5%)
« Maintenance of neighborhood streets (-5%)
 City efforts to prevent crime (-5%)
» Overall enforcement of City codes and ordinances (-4%)
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Summary

« Overall, the City of Springfield is Moving in the Right
Direction

— The Composite Customer Satisfaction Index for the City
improved 1 point from 2011 while the national index
decreased by 2 points during the same period

— Satisfaction ratings improved or stayed the same in the
majority of areas that were rated in 2011 and 2014

« Overall Satisfaction with City services rated 15% above the
KS/MO Average and 12% above the National Average

 |f the City wants to see its overall satisfaction rating
increase, the City should emphasize improvements to
Traffic Flow, the Maintenance of City Streets and Public
Safety over the next 2-3 years.




Questions ?

THANK YOU
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