To: Mayor and City Councilors

From: Rich Olson, City Manager
Angela Cole, Assistant to the City Manager

Date: July 6, 2016

Re: Discussion / Consideration — Citizen Satisfaction Survey

BACKGROUND:

During the January 2016 Retreat, City Council established several goals and objectives,
including conducting a regular citizen survey (using the International City/County
Management Association (ICMA) model). With the adoption of the Goals & Objectives
document the City Council specifically included the requirement to create and conduct a
community “climate” survey every three years.

The goal of the City of Elizabeth City Citizen Satisfaction Survey is to better understand the
community’s satisfaction with core services provided by the City. Local governments
commonly conduct satisfaction surveys to 1) continue to benchmark citizens’ attitudes and
opinions of City services; 2) identify any areas of concern; and 3) assist the City Council
and Manager in their budgeting process. The City Council and City management will use
the results of this survey to evaluate performance of services and programs and to
prioritize and make decisions on allocating resources for the City’s budget-setting process
for fiscal years 2016-2016 and 2017-18.

ANALYSIS:

The draft City of Elizabeth City Citizen Satisfaction Survey is a 5-page paper document that
includes questions covering several categories:

e General perception of Elizabeth e Parks & Recreation
City and City management e Public Events
Downtown e Streets and Traffic
City Appearance e Communication of information
[ )

City Government Opinion of issues and opportunity
Customer Service for improvement
Solid Waste and Recycling
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To conduct the survey, staff recommends using the services of SurveyMonkey, an online
survey development, cloud-based software company. SurveyMonkey provides free and
paid customizable surveys, as well as a host of paid back-end programs that include data
analysis, sample selection, and data presentation tools. Surveys using SurveyMonkey can
be administered via web link and mobile application. Links will be from the City’s website,
department Facebook pages, and (outgoing) email signatures. Staff is recommending use
of the SurveyMonkey platform so as to increase the opportunity for survey participation
and response, maintain the commitment to participant anonymity, have available the
opportunity for data analysis, and realize cost savings from not using a business research
firm to conduct the survey. The caveat to using SurveyMonkey over a professional
business research firm is the reported results will be less reliable scientifically, as there will
be opportunity for duplicate participation/response.

For residents not having access to a personal computer or smart device, a paper copy will
be available on demand at all City offices, including the Customer Service Southgate Mall
location. Paper survey responses will be entered into the SurveyMonkey portal manually
by City staff. Announcements of the survey going ‘live’ can be placed in the monthly utility
bill, on the City of Elizabeth City website, in the City Manager’s Weekly FYI, and (possibly)
The Daily Advance publication. Likewise, results of the survey will be made available to the
City Council and the public.

COUNCIL GOAL & OBJECTIVE:

This agenda items targets Council Goal No. 5 Deliver Cost Effective, Quality Services,
Goal G Conduct Regular Citizen Surveys.

STAFF RECOMMENDATION:

Staff seeks comment and direction from the City Council on the survey model results and
the administration methods proposed.
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ELIZA

2016 Citizen Satisfaction Survey

The City of Elizabeth is conducting a citizen survey. As a city we are interested in your opinions and experiences so that we can best
serve you. We will use your responses to help us to improve and plan for the next few years. This is your opportunity to
anonymously and confidentially give us your honest opinions. If you provide an address it will not be linked with any of your
responses, only your email address will be given to the City Clerk if you desire to receive the City Manager’s Weekly FYI newsletter.

Your answers to these questions are very important to us. Thank you for participating in this survey.

Strongly Agree; Neutrals; Disagree, Strongly

1. Your Perceptions of Elizabeth City Agree, Disagree;

a. Elizabeth City is a good place to live

b. Elizabeth City is a good place to raise children

c. Elizabeth City is a safe place to live

d. Elizabeth City provides a good environment for businesses to succeed
e. The city is responsive to the needs of citizens

f. | feel safe walking in my neighborhood

2. 1 would recommend Elizabeth City as a place to live to my friends [ 1i-Yes [ 1,-No []sNot Sure

3. I would recommend Elizabeth City as a place to open or relocate their business [ ]:-Yes [ ],.No []sNot Sure

- E Strongly Agree; Neutral; Disagree, Strongly
4. Your Perceptions of City Management Agree, Disagrees

a. City leaders are taking Elizabeth City in the right direction
b. The City is making good decisions about development

c. Elected city leaders show strong leadership

d. City employees do their jobs in a professional manner

e. | am satisfied with the City’scurrent level of services

5. Please rate the quality of each of the following services in Elizabeth City:
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Excellent Good Fair Poor Don't know

SEWET SEIVICES ...eiieiiiiiieiee ittt ee e e et e e e e e s e et ee e e e s s esanbeeeeeeeeas 1 2 3 4 5
G AT e e e e Aol e | ool o B aet 1 2 3 4 5
Recreation programs or ClasSes ........covueiveeiiiiiiiiienieceeceee e 1 2 3 4 5
Recreation centers or facilities.......cooevveerieiceeiieensienieneecrese et 1 2 3 4 5
Land use, planning and ZONINE .........ccviiiiiieiiiieniicie e 1 2 3 4 5
Code enforcement (weeds, abandoned buildings, etc.) ......ccccccvveveevennenn. 1 2 3 4 5
Economic development .......coooiiiiiiniiiie e e 1 2 3 4 5
TE] L2 g o < o) i i e s oot e S ) LT R T S e S A 1 2 3 4 5
SErVICES tO YOULN ..ooviiiiiiiieiieeee e 1 2 3 4 5
Services to low-income people 1 2 3 4 5
Public infOrmation SEIVICES .......ceeeeiiieieriece et e e 1 2 3 4 5
o ey AR e A S N Iy U 1 2 3 4 5
Emergency preparedness (services that prepare the community for 1 2 3 4 5
natural disasters or other emergency situations) .........ccocevceevenencninnens
Preservation of natural areas such as open space and greenbelt 1 2 4
Preservation of historic landmarks, buildings and landscapes................... 1 2 3 4
Downtown Elizabeth City

5. How often do you visit Downtown?

[ ]: More than 5 times a month [ 1, 2-5 times a month [ ]s Once a month [ Js Never
6. Which of the following takes you to downtown Elizabeth City? {Check v-all that apply.)

[ 1a) Stores and shopping [ 1d) Private, non-commercial [ 1f) Special Events

[ 1b) Restaurants offices [ 1g) County offices/services

[ Ic) City Hall / Utility Payments [ 1e) Farmers’ market [ 1h) I commute through town
7. Do you think there is a shortage of available parking Downtown? [1.Yes [1.No
8. If ‘Yes’, is this due to:

[ 1, Total number of parking spaces available [}, Need for increased parking enforcement [ 15 Shorter parking window (duration)

City Appearance

9. How satisfied are you with the overall appearance of Elizabeth City as a City?

[ 1;Very satisfied [ ],Somewhat satisfied [ |3 Neutral [ ], Somewhat dissatisfied [ ]s Very dissatisfied

10. Where do you think the City should focus its beautification efforts?

[1oFineasis [],City Entrances []sDowntown [],City Corridors/Medians []sNeighborhoods

City Government

11. Please indicate whether you are aware of the following opportunities that are offered by the City of Elizabeth City to involve residents in the
City’s decision-making.

a) Public meetings [l.Yes [1,No d) Information sessions or open houses [liYes [],No
b) Public Hearings [l.Yes [1,No e) Volunteer opportunities [1iYes [].No
c) Serving on citizen committees [liYes [],No

#
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12. We would like you tell us how satisfied you are with the job performance of each department/office.

How satisfied are you?

Office/Dept Very satisfied; Somewhat Somewhat Very
satisfied, dissatisfied; Dissatisfied,
a. City Manager / City Clerk / Staff
b. Fire
c. Police

d. Parks & Recreation / Senior Center
e. Stormwater

f. Streets/traffic/sidewalks

g. Planning / Zoning / Permitting

h. Code Enforcement

i. Garbage/ Recycling

j. Public Utility (Electric and Water)

IF you were dissatisfied with a department — why?

13. With which of the following departments have you had contact within the last year?

O a. City Administration O e. Stormwater U h. Code Enforcement
Q b. Fire U f. Streets / Sidewalks U i. Sanitation —Garbage/Recycling
O c. Police U g. Planning / Zoning & Community U j. Customer Service (Public Utility)
3 d. Parks, Recreation & Senior Center Development O i. None

Customer Service

14. Which City Department did you contact most recently?

15. How did you make contact? [ ]; Telephone [ ], Mail [ JsEmail [ ]; In Person

16. Please rate your satisfaction with the City employees in the department you selected in # 12.

How satisfied are you with: Very satisfied; Somewhat Somewhat Very
satisfied, dissatisfied; Dissatisfied,

a. How easy they were to contact

b. The way you were treated

c. The accuracy of the information and assistance you
were given

d. How quickly City staff responded

e. How well your issue was handled

17. If the staff needed to call you back, did they do so within 24 hours? [ 1:.Yes [ 1. No []sNotSure/ NA

Solid Waste and Recycling

18. How satisfied are you with the following services:
Using a 1-5 scale where 5 is VERY Satisfied and 1 is VERY dissatisfied, please circle how you rate each
Satisfied Dissatisfied

a. How satisfied are you with curbside recycling collection? ... 1.2 3 4" 8
b. How would you rate curbside garbage collection? ..........cccocvviiviniiniiinc 1 2 3 4 5
c. How would you rate your curbside yard/lawn waste collection? ..........ccccoeviviininiiiiiiinnincs 1.2 8 4 5

Parks and Recreation

19. Have you visited ANY of the City’s parks or recreation centers in the last year? [l.Yes [].No
#
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20. On average, how often do you visit each of the following?

At least once
Facility/ Park a month Once every three Once a year Less than once Never
months a year

a. Knobbs Creek Rec Center
b. Senior Center

c. Waterfront Park

d. Mariner’s Wharf Park

e. South Park Sports Complex
f. River Road Soccer

g. Other Park

Oooooono
Ojo|jojojo|ojo
O|Oojojo|ojojo
Ojo|jojojo|ojg
Ojo|ojojojojo

21. In this section, we would like your opinion regarding amenities within our parks.

Have not Good as is Needs No opinion
visited or used Improvement
a. Courts (basketball/tennis) O O (m} [m]
b. Walking/jogging/fitness/bicycle paths O O O O
c. Concerts/ movies m} O O m}
d. Playgrounds O O O |
e. Picnic Shelters O O m} O
f. Golf course O O O [m]
g. Open green spaces O O 0 (m|
h. Park Restroom Facilities O O 52 O
i. Canoe Launch O O O [}
j. Ballfields (baseball/softball) O 0 [} [m}

22. Have you noticed any POSITIVE changes in our parks and recreation centers over the past two years?  [];Yes [];No

23. IF YES: WHAT?

24. Have you noticed any NEGATIVE changes in our parks and recreation centers over the past two years?  [];Yes[],No

25. [F YES: WHAT?

Events
26. Do you attend any of the following City events?

YES, NO,

a. North Carolina Potato Festival
b. Independence Day

c. Christmas Holiday Parade

d. lllumination Ceremony

e. National Night Out

f. Concert & Movie Series

g. Downtown Saturday Market

27. What would you add/change about any of these events?

28. Do you like the types of music at the Concert & Movie Series? [];Yes  [];No

29. If you would change it, what type of music would you prefer?

#
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Streets and Traffic

Many of the main roads in Elizabeth City are state roads, most residential streets are City streets.

30. Which classification of roadway — state or city — should be prioritized for repair?
[ ], State [ 1, City
31. How would you rate the physical condition of City streets?

[ 11 Poor [ ], Fair [ 1s Average [ 14Good [ 1s Excellent

32. How much additional tax are you willing to pay per year for the City to improve streets?

[ 1o Nothing [1; $1-85 annually [],$5-$10 annually [15$10-$15 annually [14$15-520 annually

Communicating with You

33. Please tell us which of the following are good ways to get information to YOU about city projects or issues.

[ 1 a. City website, www.cityofec.com [ 1 d.City Manager’s Weekly FYI (Email) [ 1 g. Local newspapers/magazines
[ 1b. Social media: Facebook, Twitter, [ 1 e. Information flyers/pamphlets {.]1 h. Radio/Television
Instagram . .
[ 1 f. Mobile App [ ] i.Street Banners
[ 1c. Direct mailings z
[ 1 j.Other
34. Have you used Facebook or Twitter to communicate with the City in the past year? [l.Yes [1,No
35. Have you visited the City’s website: www.cityofec.com? [l.Yes [].No
If ‘YES”:
36. How often? [ ];Daily© [ ], Weekly [ ]sMonthly [ Ja<Once per month [ Js Don’t remember [ ]s N/A
37. Did you find it easy to navigate? [l:Yes [1,No
38. Do you receive the City Manager’s FYl email newsletter? [l.Yes [].No

39. Would you like to be on our email newsletter distribution list? [ JiYes [ l:No

Your email address: Please Print Clearly

These last few questions are for statistical purposes only

40. How long have you lived in Elizabeth City?

[ 10! do not live in Elizabeth City [ 11 Less than one year [ 1. Between 1-5 years
[ 13 Between 5-10 years [ 1a10- 15 years [ 1s More than 15 years

41. At which polling station do you vote?

[ 1= Crown Point School [ ],Christ Covenant Church [ ]5 Elizabeth Lane School [ ], Elizabeth City Community Center
[ ]s CPCC Levine Campus [ ]sMt. Harmony Baptist Church [];Do not vote in Elizabeth City

42. What is your gender? [ li.Male [ I.. Female
43. Please indicate the year in which you were born.

44. With which race/ethnic group do your identify yourself?

[ ]:Black [ ]»Asian [ ]sCaucasian (White) [ ls Hispanic/Latino [ ]s Mixed [ ]¢ Other

#
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45. What is your highest level of education?

[ 11 No High school degree [ 1, High School diploma/GED [ ]sSome college [ 14 Associate Degree
[ 1s Bachelors [ 16 Post Graduate [ 17 Professional (PhD, MD, JD)

46. What is the category of your total household income?

[ 11Under $35,000 for last year [ ], Between $35-75,000 [ ];Between $75-125,000 [ ], Between $125 - 200,000 [ ]s Over $200,000
47. Do you: [ ].. Own [ 1. Rent [ 1sLive with relatives/friends
Your Opinion

48. What do you think are the biggest issues facing Elizabeth City in the future?
1.

2.

3.

49. What is something you would do to improve Elizabeth City and why?

50. Do you have any other comments for us?

The City of Elizabeth City thanks you very much for your time and opinion!

#
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