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City Programs and Facilities That Should Receive the
Most Emphasis Over the Next Year

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

Quality of larger city parks

Library programs

City arts and cultural programs

Quality of city recreation programs for youth
Quality of city recreation programs for adults
Quality of City recreation centers

Quality of city swimming pools & programs
Quality of outdoor athletic fields

Quality of city golf courses
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Source: ETC Institute (City of Tempe 2010 Community Survey)
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Level of Satisfaction with Various City Services

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

Residential trash collection services 43% I 47% [7% b
Quality of local fire services 40% 50% [10%1
Recycling services 44% [ 44% [7% [
Bulky item pick up/removal services 43% [ 42% [ 10% [5%)
Quality of library services 37% I 47% [ 13%
Water service 36% [ 49% [ 12% [
Maintenance of City parks 23% | 59% [ 14% [
Quality of local police services 33% 48% 14% [5%
Quality of parks and recreation services 22% [ 59% 16% P
Condition/clarity of street signs 26% [ 54% [ 14% [
Cleanliness of City streets 21% | 58% [ 16% [
Quality of walking/biking paths 26% [ 52% [ 16% [&%
Overall condition of City streets 18% | 58% 16% | %
Quality of local transit service 29% \ 47% 18% |7
Availability of info about City programs/services 21% | 49% 22% [
Enforcement of local traffic laws 22% | 49% 20%  [[%
Appearance of commercial property [[11% | 54% [ 24% R
Landscape maintenance on streets/sidewalks | 14% | 51% 21% [T
Efforts by the City to prevent crime 18% | 46% \ 25% [Tz
Management of traffic flow [ 14% | 49% [ 23% [[TA#
Appearance of residential property [[9% | 47% 26% [ 19%
Enforcement of property maintenance codes [9% | 35% [ 27% [ 29%
0% 20% 40% 60% 80% 100%

|I:IVery Satisfied (5) TSatisfied (4) CNeutral (3) [MDissatisfied (1/2) |

Source: ETC Institute (City of Tempe 2010 Community Survey)
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Trends: Level of Satisfaction with Various Aspects
City Services: 2007 - 2009

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

Quality of library services Iﬁ—wf% )

Overall condition of City streets L7 g0v,

Condition/clarity of street signs 5%

Quality of local transit service

Management of traffic flow (et ‘ )

|
Quality of walking/biking Pats o -
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Availability of info about City programs/services '— %Oooi,
not asked in 2007 | ! |

Enforcement of property maintenance codes —— 52"

|
1 68%

. . I
Landscape maintenance on streets/sidewalks —-m—‘ 73%
not asked in 2007

Appearance of residential property q§£%
Appearance of commercial property %—Eﬁ%
Cleanliness of City streets iR

Residential trash collection services ﬁﬁ:f
Ry Cling Services | ———
Bulky item pick up/removal services Tai%°
Water Service | 537,
Quality of local police services A 8%
Enforcement of local traffic laws 'ﬁk %o |
Quality of local fire services '::E%
92007 12009 m2010 | 0% 20% 40% 60% 80% 100%
Source: ETC Institute (City of Tempe 2010 Community Survey)

City Services That Should Receive the
Most Emphasis Over the Next Year

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

Efforts by the City to prevent crime
Enforcement of property maintenance codes
Appearance of residential property
Quality of local police services
Management of traffic flow
Enforcement of local traffic laws
Overall condition of City streets
Quality of local transit service
Landscape maintenance on streets/sidewalks
Appearance of commercial property
Quality of library services
Quality of walking/biking paths
Quality of parks and recreation services
Availability of info about City programs/services
Maintenance of City parks
Recycling services
Quality of local fire services
Cleanliness of City streets
Condition/clarity of street signs
Water service
Bulky item pick up/removal services
Residential trash collection services
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Which of the following social/human
services have you used?

by percentage of respondents

Volunteer opportunities

Services for seniors/disabled

Youth services

Rent/utility assistance

Counseling

Meals provisions

Crisis Intervention

Diversion

Care 7

0% 5% 10% 15%

Source: ETC Institute (City of Tempe 2010 Community Survey)

Trends: Which of the following social/human
services have you used?

by percentage of respondents

- 13%
Volunteer opportunities —Tg%
O,
Services for seniors/disabled —6%—‘ 8%

Counseling

Rent/utility assistance
Meals provisions
Diversion

Crisis Intervention
Care 7

Youth services

6%
0% 5% 10% 15%

12009 m2010

Source: ETC Institute (City of Tempe 2010 Community Survey)
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Social/Human Services Most Important to
Emphasize Over the Next Year

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

Services for seniors/disabled 35%
Youth services
Volunteer opportunities
Crisis intervention
Meals provisions
Rent/utility assistance
Counseling

Diversion

Care 7
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Source: ETC Institute (City of Tempe 2010 Community Survey)

Trends: Which of the following do you use to get
information about the City of Tempe?
2007 - 2010

by percentage of respondents (multiple answers allowed)

’ I

Water bill newsletter 70%

69%

| 68%
Local newspapers 550
54%
. | 1 41%
Television news 43%

29% |

City website 360%
y 33%,
not asked in 2007, |

Recreation Opportunities Brochure

Local radio

Tempe 11 channel
Calling the city
E-mail subscription

Social media

0% 20% 40% 60% 80% 100%
[=22007 2009 m2010

Source: ETC Institute (City of Tempe 2010 Community Survey)
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How would you prefer to receive information
about the City of Tempe?

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

Water bill newsletter

Newspapers

City website

Television news

Recreation Opportunities Brochure
E-mail subscription

Tempe 11 channel

Radio

Calling the city

Social media

0%

Source: ETC Institute (City of Tempe 2010 Community Survey)

Trends: Have you contacted the City of Tempe
during the last 12 months?

by percentage of respondents

2007 2010

Yes

51%

Don't remember

49%

Source: ETC Institute (City of Tempe 2010 Community Survey)
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Level of Satisfaction with Various Aspects of
Customer Service

by percentage of respondents that contacted the City

e e [ y
How asy e ity was o contc "

The accuracy of the information you were given

How quickly staff responded to your request

How well your issue was handled &@ o

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

|-Very Satisfied (5) M Satisfied (4) CINeutral (3) MDissatisfied (1/2)|

Source: ETC Institute (City of Tempe 2010 Community Survey)

Trends: Level of Satisfaction with Various Aspects of
Customer Service
2007 - 2010

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

How easy they were to contact

The way you were treated

The accuracy of the information you were given

How quickly staff responded to your request

How well your issue was handled

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

[=12007 12009 m2010
Source: ETC Institute (City of Tempe 2010 Community Survey)
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Major Categories of City Services That Should

Receive the Most Emphasis Over the Next Year
by percentage of respondents (sum of top three choices)

Police services
Neighborhoods
Economic/business development
Library/arts/recreation programs
Social/human services
Maintenance of streets/buildings
Appearance of the City
Transportation services
Parks
Water/sewer/trash
Fire services

Customer service

0% 10% 20% 30% 40%
Source: ETC Institute (City of Tempe 2010 Community Survey)

Trends: Major Categories of City Services That Should
Receive the Most Emphasis Over the Next Year
2007 - 2010

by percentage of respondents who selected the item as one of their top two choices
not asked in 2007

Police Services

Neighborhoods
not asked in 2007

Economic/business development

Library/arts/recreation programs |notpreviously asked

Social/human services [notpreviously asked

Maintenance of streets/buildings [notpreviously asked
Appearance of the city
Transportation services
Parks
Water/sewer/trash

Fire Services

Customer Service

0% 10% 20% 30% 40%
[m2007 12009 m2010

Source: ETC Institute (City of Tempe 2010 Community Survey)
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Section 2:
Benchmarking Data
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DirectionFinder® Survey
Year 2010 Benchmarking Summary Report

Overview

ETC Institute's DirectionFinder® program was originally developed in 1999 to help community
leaders across the United States use statistically valid community survey data as a tool for making
better decisions. Since November 1999, the survey has been administered in more than 210 cities
and counties in 43 states. Most participating communities conduct the survey on an annual or
biennial basis.

This report contains benchmarking data from two sources: (1) a national survey that was
administered by ETC Institute during the Spring of 2010 to a random sample of more than 4,300
residents in the continental United States and (2) individual community surveys that were
administered in 30 medium-sized cities (population of 20,000 to 199,999) between January 2008 and
December 2010. The “U.S. Average” shown in this report reflects the overall results of ETC
Institute’s national survey. The results from individual cities were used as the basis for developing
the ranges of performance that are shown in this report for specific types of services.
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The 30 cities included in the performance ranges that are shown in this report are listed below:

e Arlington, Virginia e Manhattan, Kansas

e Auburn, Alabama e Naperville, lllinois

e Ballwin, Missouri e Olathe, Kansas

e Blue Springs, Missouri e Overland Park, Kansas

e Bridgeport, Connecticut e Peoria, Arizona

e Burbank, California e Prairie Village, Kansas

e Casper, Wyoming e Palm Desert, California

e Columbia, Missouri e Provo, Utah

e East Providence, Rhode Island e San Bernardino, California
e Greenville, South Carolina e Shoreline, Washington

e Independence, Missouri e Sioux Falls, South Dakota
e Kansas City, Kansas e Tamarac, Florida

e Lawrence, Kansas e Westland, Michigan

e Lee's Summit, Missouri e West Des Moines, lowa

e Lenexa, Kansas e Yuma, Arizona

ETC Institute (2011) Page 15
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STRENGTHS

For the fourth year in a row, the City of Tempe rated above average in almost every area
that was assessed on the survey. The City of Tempe ranked above the national average in 40 of
the 41 areas assessed. The only area where the City of Tempe ranked below the national average
was in the enforcement of property maintenance codes (44% in Tempe vs. 48% U.S.). The areas
where the city’s satisfaction ratings were 15% above the national average are listed below:

e Overall satisfaction with the quality of local transit service rated 33% above the national
average (76% in Tempe vs. 43% U.S.).

e Satisfaction with the overall quality of City services rated 32% above the national
average (89% in Tempe vs. 57% U.S.).

e Satisfaction with the condition of sidewalks rated 31% above the national average (84%
in Tempe vs. 53% U.S.).
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e Satisfaction with bulky item pick up/removal services rated 26% above the national
average (85% in Tempe vs. 59% U.S.).

e Satisfaction with walking/biking trails rated 23% above the national average (78% in
Tempe vs. 55% U.S.).

e Satisfaction with the condition of neighborhood streets rated 23% above the national
average (80% in Tempe vs. 57% U.S.).

e Satisfaction with adult recreation programs rated 19% above the national average (70%
in Tempe vs. 51% U.S.).

e Satisfaction with the condition of City streets rated 17% above the national average (76%
in Tempe vs. 59% U.S.).

e Satisfaction with recycling services rated 17% above the national average (88% in Tempe
vs. 71% U.S.).

e Satisfaction with how quickly staff responded to customer requests rated 16% above the
national average (72% in Tempe vs. 56% U.S.).

e Satisfaction with the availability of information about City services and programs rated
16% above the national average (70% in Tempe vs. 54% U.S.).

ETC Institute (2011) Page 16
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e Satisfaction with the accuracy of the information and assistance given rated 16% above
the national average (77% in Tempe vs. 61% U.S.).

Below is a chart that shows how the City of Tempe compares to the national average in all 41
areas.

How Satisfaction with City Services
in Tempe Compares to the National Average

Difference in the percentage of respondents who rated the iterm as a 4 or 5 on a 5-point scale where 5 meant "very satisfied”

Setting the Standard (More Than 15% Above) H |
Local transit service 33%
Overall satistaction with guality of City services 32%
Condition of sidewalks 31%

Bulky item pick upfremoval services
walkingsbiking trails
Condition of neighborhood streets

Condition of City streets

Adult recreation programs

Recytling services

How quickly City staff responded to request
Awailability of info. about City services/programs
The accuracy of the infofassistance given
Significantly Above Average (5% to 15% Above)
Cleanliness of City streets

How well the City 5 planning growth

City swimming pools

The way you were treated

Crerall appearance of the City

How well your issue was handled

Owerall image of the community

Level of public invalvement in decision-making
How easy they were to contact
Parksirecreation programs & facilities

Direction the City is headed

Management of traffic flow

Residential trash collection services

Local police services

Adequacy of City street lighting

Water service

Enforcement of local traffic 1aws

Keeping Pace (-4% Below to 4% Above)
Maintenance of City parks

Overall quality of life in the City

Cutdoor athletic fields

| : S Tempe Ranked Above
Qualty of reLreaton centers i -
Crime preventian B the National Average

City golf courses

Quality of neighborhaod park in 40 of the 41 Areas
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Landscaping maintenance of streets/public areas
“Youth recreation programs

Local fire services

Enforcement of property maintenance codes

0% 10% 20% 30% A0%
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National Benchmarks

Note: The benchmarking data contained in this report is
protected intellectual property. Any reproduction of
the benchmarking information in this report by persons
or organizations not directly affiliated with the City of
Tempe, AZ is not authorized without written consent
from ETC Institute.

Satisfaction with Issues that Influence
Perceptions of the City
Tempe vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Overall satisfaction with quality of City services

0O,
Overall appearance of the City 83%
70%,
49
Overall image of the community 84%
71%

How well the City is planning growth

o,
Overall quality of life in the City — 80?/4 *

% |
Direction the City is headed 66% I
57% I
I I | |
{-) |
Level of public involvement in decision-making 429 53 ‘/o :
° | |
0% 20% 40% 60% 80% 100%
HETempe CIU.S.

Source: 2010 ETC Institute
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Satisfaction with Issues that Influence
Perceptions of Neighborhoods
Tempe vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

80%
Condition of neighborhood streets
a7°/ 1
|
84%

Condition of sidewalks ‘
53% I
|
|
|

79%
Quality of neighborhood park |

78%
|
|
|
70% !
Adequacy of City street lighting |
63% :
T T T
0% 20% 40% 60% 80% 100%
. B Tempe CJU.S.
Source: 2010 ETC Institute

Overall Satisfaction with Programs and Facilities
Tempe vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

76%
Quality of recreation centers |
73%

City swimming pools

Outdoor athletic fields

Youth recreation programs

Adult recreation programs

City golf courses

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

. ETempe OU.S.
Source: 2010 ETC Institute
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Overall Satisfaction with Various City Services
Tempe vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Condition of City streets 159% 77%
Condition of street signs 7‘79/00%
Local transit service 43% 6%

i

Management of traffic flow 63%

e ﬁ 78%

Availability of info. about City services/programs 54% 70% :

Enforcement of property maintenance codes A4% .

‘ 1
Landscaping maintenance of streets/public areas —s‘?ﬂ’ }
Cleanliness of City streets 65% !
Residential trash collection services 82%
Recycling services 1%
Bulky item pick up/removal services 159% |

Water service —\75/ 85%
Local police services —73/\ 81%

79%

Enforcement of local traffic laws 1%
Local fire services o
Crime prevention S |
Parks/recreation programs & facilities M 81%
Maintenance of City parks —7 B2%
0% 20% 40% 60% 80% 100%

Source: 2010 ETC Institute -Tempe 0u. S

Overall Satisfaction with Customer Service
Tempe vs. the U.S.
by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)
81%
How easy they were to contact
%
82%
The way you were treated ‘
OA} |
|
|
7%
The accuracy of the info/assistance given :
OA} |
|
72%
How quickly City staff responded to request :
OA} |
|
|
68% !
How well your issue was handled |
55% ‘
L I I | |
0% 20% 40% 60% 80% 100%
ETempe TJU.S.
Source: 2010 ETC Institute

ETC Institute (2011) Page 20



City of Tempe 2010 Community Survey: Final Report

Interpreting the Performance Range Charts

The charts on the following pages provide comparisons for several items that were rated on the
survey. The horizontal bars show the range of satisfaction among residents in communities that
have participated in the DirectionFinder® Survey during the past two years. The lowest and highest
satisfaction ratings are listed to the left and right of each bar. The yellow dot on each bar shows how
the results for Tempe compare to the national average, which is shown as a vertical dash in the
middle of each horizontal bar. If the yellow dot is located to the right of the vertical dash, the City
of Tempe rated above the national average. If the yellow dot is located to the left of the vertical
dash, the City of Tempe rated below the national average.
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Ranges of Performance

Satisfaction with Issues that Influence
Perceptions of the City: 2010

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Overall satisfaction with quality of City services

97% 84%

Overall quality of life in the City

How well the City is planning growth

58%

|
] ] ] |
| | | |
l l l l
0%  20% 40% 60% 80% 100%

Source: 2010 ETC Institute
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Overall Satisfaction with Various City Services: 2010

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Condition of City streets 23% #j 81% 76%
|

| | | |
Availability of info. about City programs/services 1 36% m 86% 70%
Cleanliness of City streets 31% *’ 89% | 719%
|
| | |
Residential trash collection services 54% #j 94%| 90%

399% I ) 9106 | 88%

| | |
46% NN W 910 | 85%
549 NSRS WEN 95% 81%
|
429 N 71% 71%

|
| 79% MM 97% 90%
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0% 20% 40% 60% 80% 100%

Recycling services

Water service

Local police services
Enforcement of local traffic laws

Local fire services

. LOW---------| MEAN-------- HIGH
Source: 2010 ETC Institute
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Section 3:
Importance-Satisfaction

Analysis
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Importance-Satisfaction Analysis
Tempe, Arizona

Overview

Today, city officials have limited resources which need to be targeted to activities that are of the
most benefit to their citizens. Two of the most important criteria for decision making are (1) to
target resources toward services of the highest importance to citizens; and (2) to target resources
toward those services where citizens are the least satisfied.

The Importance-Satisfaction (IS) rating is a unique tool that allows public officials to better
understand both of these highly important decision making criteria for each of the services they
are providing. The Importance-Satisfaction rating is based on the concept that cities will
maximize overall citizen satisfaction by emphasizing improvements in those service categories
where the level of satisfaction is relatively low and the perceived importance of the service is
relatively high.

Methodology

The rating is calculated by summing the percentage of responses for items selected as the first,
second, and third most important services for the City to emphasize over the next two years.
This sum is then multiplied by 1 minus the percentage of respondents that indicated they were
positively satisfied with the City's performance in the related area (the sum of the ratings of 4
and 5 on a 5-point scale excluding “don’t knows”). “Don't know” responses are excluded from
the calculation to ensure that the satisfaction ratings among service categories are comparable.
[IS=Importance x (1-Satisfaction)].

Example of the Calculation. Respondents were asked to identify the overall city services they
thought should receive the most emphasis over the next year. Sixteen percent (15.5%) selected
the “Management of traffic flow city streets” as one of the most important city services to
emphasize over the next year.

With regard to satisfaction, 63% of the residents surveyed rated their overall satisfaction with the
“Management of traffic flow on city streets” as a “4” or a “5” on a 5-point scale (where “5”
means “very satisfied and “4” means “satisfied”) excluding “Don't know” responses. The I-S
rating for the “Management of traffic flow on city streets” was calculated by multiplying the sum
of the most important percentages by 1 minus the sum of the satisfaction percentages. In this
example, 16% was multiplied by 37% (1-0.63). This calculation yielded an I-S rating of 0.0592,
which ranked fourth out of the twenty-two major city services assessed on the survey.

ETC Institute (2011) Page 25
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The maximum rating is 1.00 and would be achieved when 100% of the respondents select an
item as one of their top three choices to emphasize over the next two years and 0% indicate that
they are positively satisfied with the delivery of the service.

The lowest rating is 0.00 and could be achieved under either one of the following two situations:

o if 100% of the respondents were positively satisfied with the delivery of the
service
o if none (0%) of the respondents selected the service as one of the three most

important areas for the City to emphasize over the next two years.

Interpreting the Ratings
Ratings that are greater than or equal to 0.20 identify areas that should receive significantly more
emphasis over the next two years. Ratings from .10 to .20 identify service areas that should
receive increased emphasis. Ratings less than .10 should continue to receive the current level of
emphasis.

. Definitely Increase Emphasis (1S>=0.20)

. Increase Current Emphasis (0.10<=15<0.20)

. Maintain Current Emphasis (15<0.10)

The results for the 2010 Tempe Community Survey are provided on the following page.
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Importance-Satisfaction Rating

City of Tempe

Neighborhood Services

Most Most Importance-

Important Important Satisfaction Satisfaction | I-S Rating
Category of Service % Rank Satisfaction % Rank Rating Rank
Very High Priority (IS > .20)
NONE
High Priority (IS .10-.20)
Maintenance of private property 30% 2 57% 6 0.1290 1
Feeling of safety 40% 1 70% 5 0.1200 2
Medium Priority (IS <.10)
Condition of alleys 17% 6 53% 7 0.0799 3
Adequacy of street lighting 26% 3 70% 4 0.0780 4
Condition of streets 24% 4 80% 2 0.0480 5
Quality of neighborhood park 20% 5 79% 3 0.0420 6
Condition of sidewalks 8% 7 84% 1 0.0128 7
Note: The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)
Most Important %: The "Most Important" percentage represents the sum of the first and second

most important responses for each item. Respondents were asked to identify

the items they thought should receive the most emphasis over the next year.
Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings "4" and "5" excluding 'don't knows.'

Respondents ranked their level of satisfaction with the each of the items on a scale

of 1 to 5 with "5" being very satisfied and "1" being very dissatisfied.
© 2010 DirectionFinder by ETC Institute
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Importance-Satisfaction Rating

City of Tempe

Programs and Facilities

Most Most Importance-
Important Important  Satisfaction Satisfaction Satisfaction |I-S Rating

Category of Service % Rank % Rank Rating Rank
Very High Priority (IS > .20)
NONE
High Priority (IS .10-.20)
NONE
Medium Priority (IS <.10)
Quality of city recreation programs for youth 20% 4 70% 7 0.0600 1
Quality of arts and cultural programs 21% 3 73% 5 0.0567 2
Library programs 24% 2 81% 2 0.0456 3
Quality of city recreation programs for adults 11% 5 70% 6 0.0330 4
Quality of larger city parks 25% 1 88% 1 0.0300 5
Quality of city swimming pools & programs 8% 7 62% 8 0.0304 6
Quality of city golf courses 6% 9 62% 8 0.0228 7
Quality of City recreation centers 10% 6 76% 3 0.0240 8
Quality of outdoor athletic fields 8% 8 73% 4 0.0216 9
Note: The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)
Most Important %: The "Most Important" percentage represents the sum of the first and second

most important responses for each item. Respondents were asked to identify

the items they thought should receive the most emphasis over the next year.
Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings "4" and "5" excluding 'don't knows.'

Respondents ranked their level of satisfaction with the each of the items on a scale

of 1 to 5 with "5" being very satisfied and "1" being very dissatisfied.
© 2010 DirectionFinder by ETC Institute
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Importance-Satisfaction Rating

City of Tempe
Overall City Services

Most Most Importance-

Important Important Satisfaction Satisfaction
Category of Service % Rank Satisfaction % Rank Rating
Very High Priority (IS > .20)
NONE
High Priority (IS .10-.20)
Enforcement of property maintenance codes 27% 2 44% 22 0.1512
Efforts by the City to prevent crime 31% 1 64% 19 0.1116
Medium Priority (IS <.10)
Appearance of residential property 21% 3 56% 21 0.0924
Management of traffic flow 16% 5 63% 20 0.0592
Landscape maintenance on streets/sidewalks 11% 8 65% 17 0.0385
Enforcement of local traffic laws 13% 6 71% 15 0.0377
Appearance of commercial property 10% 10 65% 18 0.0350
Quality of local police services 19% 4 81% 8 0.0361
Overall condition of City streets 12% 7 76% 13 0.0288
Quality of local transit service 11% 9 76% 14 0.0264
Availability of info about City programs/services 8% 14 70% 16 0.0240
Quality of walking/biking paths 9% 12 78% 12 0.0198
Quality of parks and recreation services 9% 13 81% 9 0.0171
Quality of library services 10% 11 84% 6 0.0160
Maintenance of City parks 7% 15 82% 7 0.0126
Cleanliness of City streets 5% 18 79% 11 0.0105
Condition/clarity of street signs 5% 19 80% 10 0.0100
Recycling services 7% 16 88% 3 0.0084
Water service 4% 20 85% 4 0.0060
Quality of local fire services 6% 17 90% 2 0.0060
Bulky item pick up/removal services 4% 21 85% 5 0.0060
Residential trash collection service 3% 22 90% 1 0.0030

Note: The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %:

Satisfaction %:

© 2010 DirectionFinder by ETC Institute

ETC Institute (2011)

The "Most Important" percentage represents the sum of the first, second and third
most important responses for each item. Respondents were asked to identify
the items they thought should receive the most emphasis over the next year.

The "Satisfaction" percentage represents the sum of the ratings "4" and "5" excluding 'don't knows.'
Respondents ranked their level of satisfaction with the each of the items on a scale
of 1 to 5 with "5" being very satisfied and "1" being very dissatisfied.

I-S Rating
Rank
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Importance-Satisfaction Matrix Analysis.

The Importance-Satisfaction rating is based on the concept that public agencies will maximize
overall customer satisfaction by emphasizing improvements in those areas where the level of
satisfaction is relatively low and the perceived importance of the service is relatively high. ETC
Institute developed an Importance-Satisfaction Matrix to display the perceived importance of
major services that were assessed on the survey against the perceived quality of service delivery.
The two axes on the matrix represent Satisfaction (vertical) and relative Importance (horizontal).

The I-S (Importance-Satisfaction) matrix should be interpreted as follows.

Continued Emphasis (above average importance and above average
satisfaction). This area shows where the City is meeting customer expectations.
Items in this area have a significant impact on the customer’s overall level of
satisfaction. The City should maintain (or slightly increase) emphasis on items in
this area.

Exceeding Expectations (below average importance and above average
satisfaction). This area shows where the City is performing significantly better
than customers expect the City to perform. Items in this area do not significantly
affect the overall level of satisfaction that residents have with City services. The
City should maintain (or slightly decrease) emphasis on items in this area.

Opportunities for Improvement (above average importance and below
average satisfaction). This area shows where the City is not performing as well
as residents expect the City to perform. This area has a significant impact on
customer satisfaction, and the City should DEFINITELY increase emphasis on
items in this area.

Less Important (below average importance and below average satisfaction).
This area shows where the City is not performing well relative to the City’s
performance in other areas; however, this area is generally considered to be less
important to residents. This area does not significantly affect overall satisfaction
with City services because the items are less important to residents. The agency
should maintain current levels of emphasis on items in this area.

Matrices showing the results for the 2010 Tempe Community Survey are provided on the
following pages.

ETC Institute (2011) Page 30
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2010 City of Tempe Community Survey
Importance-Satisfaction Assessment Matrix
-Neighborhood Services-

(points on the graph show deviations 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 satisfaction

e Condition of sidewalks

¢ Condition of streets
Quality of neighborhood park e

¢ Adequacy of street lighting '
Feeling of safety

Satisfaction Rating
mean satisfaction

¢ Maintenance of private property

Less Important *Condition of alleys Opportunities for Improvement
lower importance/lower satisfaction higher importance/lower satisfaction
Lower Importance |mportance Rating Higher Importance

Source: ETC Institute (2011)
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2010 City of Tempe Community Survey
Importance-Satisfaction Assessment Matrix
-Programs and Facilities-

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

mean importance

Satisfaction Rating

Exceeded Expectations Continued Emphasis
lower importance/higher satisfaction higher importance/higher satisfaction
Quality of larger City parkse
Library programse
¢ Quality of City recreation centers
e Qutdoor athletic fields oQuiality of City arts and cultural programs
* Quality of city recreation «Quality of city recreation programs for youth
programs for adults
o\ ¢ City swimming pools and programs
Quality of City golf courses
Less Important Opportunities for Improvement
lower importance/lower satisfaction higher importance/lower satisfaction
Lower Importance Importance Rating Higher Importance
Source: ETC Institute (2011)
ETC Institute (2011) Page 32
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2010 City of Tempe Community Survey
Importance-Satisfaction Assessment Matrix
-Overall City Services-

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

mean importance

Exceeded Expectations

lower iImportance/nigher satistaction

Fire services,

\Recycli?vices

Walking/biking paths

Residential trash collection service e
Water service
Bulky item pickup/removale’e
Maintenance of City parkse ™,

Condition/clarity of street signs e,

Cleanliness of City streets”’ Parks/recreation

Library services

Local transit service

o7 e Condition of City streets

Continued Emphasis

higher importance/higher satisfaction

el ocal police services

Availability of info about City programs/servicese

Appearance of commercial property e

Satisfaction Rating

Less Important

lower importance/lower satisfaction

eLandscape maintenance

eEnforcement of traffic laws

e Management Efforts to prevent crime o

of traffic flow Appearance of residential property

mean satisfaction

Enforcement of property maintenance codese

Opportunities for Improvement

higher importance/lower satisfaction

Lower Importance

Source: ETC Institute (2011)

ETC Institute (2011)

Importance Rating

Higher Importance
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Section 4:

Tabular Data
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01. How satisfied are you with the following ""Perceptions of the City?"

(N=832)

Very Very
satisfied  Satisfied Neutral Dissatisfied dissatisfied Don't know

Q1a. Overall satisfaction with

services offered by Tempe 30.9% 55.5% 8.3% 2.0% 0.6% 2.6%
Q1b. Appearance of City 29.4% 51.9% 11.8% 4.8% 0.5% 1.6%
Q1c. Image of City 30.4% 52.0% 11.8% 2.8% 0.7% 2.3%
Q1d. How well City is

planning growth 14.5% 35.2% 26.0% 7.9% 1.7% 14.7%
Qle. Quality of life in City 28.1% 53.8% 11.9% 3.2% 0.6% 2.3%
QL1f. Feeling of safety in City 20.7% 47.1% 20.9% 6.9% 2.4% 2.0%
Q1g. City's overall efforts to

promote diversity 18.3% 35.9% 26.1% 2.9% 1.3% 15.5%
Q1h. City's promotion of

inclusiveness 13.5% 33.5% 26.4% 3.2% 1.2% 22.1%
Q1i. Direction City is heading 14.2% 41.7% 22.6% 6.3% 1.3% 13.9%
Q1j. Leadership of City's

elected officials 14.1% 39.3% 27.8% 4.8% 2.4% 11.7%

Q1k. Level of public

involvement in City's decision-

making process 11.4% 32.8% 30.2% 8.8% 1.4% 15.4%
QL1I. How ethical City

employees are conducting

City business 13.1% 32.0% 27.2% 3.4% 2.0% 22.4%
Q1m. City's sustainability
programs 15.3% 42.7% 22.4% 6.5% 1.2% 12.0%

Q1n. City efforts to keep
residents informed about

City's budget 14.2% 36.1% 26.4% 8.7% 2.4% 12.3%
QZlo. Opportunities to
express ideas & views to City 15.5% 34.1% 29.0% 6.5% 1.9% 13.0%
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Q1. How satisfied are you with the following **Perceptions of the City?"* (without "*don't know"")
(N=832)
Very
Very satisfied  Satisfied Neutral Dissatisfied dissatisfied

Q1a. Overall satisfaction
with services offered by
Tempe 31.7% 57.0% 8.5% 2.1% 0.6%
Q1b. Appearance of City 29.9% 52.7% 12.0% 4.9% 0.5%
Q1c. Image of City 31.1% 53.3% 12.1% 2.8% 0.7%
Q1d. How well City is
planning growth 17.0% 41.3% 30.4% 9.3% 2.0%
Q1e. Quality of life in City 28.8% 55.1% 12.2% 3.3% 0.6%
QL1f. Feeling of safety in
City 21.1% 48.1% 21.3% 7.0% 2.5%
Q1g. City's overall efforts
to promote diversity 21.6% 42.5% 30.9% 3.4% 1.6%
Q1h. City's promotion of
inclusiveness 17.3% 43.1% 34.0% 4.2% 1.5%
QL1i. Direction City is
heading 16.5% 48.5% 26.3% 7.3% 1.5%
Q1j. Leadership of City's
elected officials 15.9% 44.5% 31.4% 5.4% 2.7%
Q1k. Level of public
involvement in City's
decision-making process 13.5% 38.8% 35.7% 10.4% 1.7%
Q1I. How ethical City
employees are conducting
City business 16.9% 41.2% 35.0% 4.3% 2.6%
Q1m. City's sustainability
programs 17.3% 48.5% 25.4% 7.4% 1.4%
Q1n. City efforts to keep
residents informed about
City's budget 16.2% 41.1% 30.1% 9.9% 2.7%
Qlo. Opportunities to
express ideas & views to City  17.8% 39.2% 33.3% 7.5% 2.2%
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02. Please check all the services and facilities provided by the City of Tempe that you or other

members of your household have used during the past 12 months.

Q2. Services & facilities provided by City you

have used Number Percent
Library 557 66.9 %
Parks 652 78.4 %
Walking/biking trails 481 57.8%
City athletic fields 171 20.6 %
Light rail service 453 54.4 %
City golf courses 148 17.8 %
City swimming pools 103 12.4 %
Community/recreation centers 195 23.4 %
Tempe Center for the Arts 266 32.0%
Arts & recreation programs 161 19.4 %
Household Products Collection Center 291 35.0%
Bus/Orbit service 336 40.4 %
None chosen 45 54%
Total 3859

ETC Institute (2011)
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03. How satisfied are you with the following ""Perceptions of Your Neighborhood?"

(N=832)

Very Very
satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know

Q3a. Condition of

streets 24.8% 54.2% 12.3% 6.9% 1.4% 0.5%
Q3b. Condition of

sidewalks 26.4% 56.2% 11.1% 4.5% 0.7% 1.2%
Q3c. Maintenance of

private property 14.8% 40.3% 24.6% 12.9% 4.6% 2.9%
Q3d. Condition of

alley 12.1% 26.0% 17.9% 12.3% 4.8% 26.9%
Q3e. Feeling of safety  20.6% 48.2% 19.5% 8.3% 2.2% 1.3%
Q3f. Quality of

neighborhood park 27.8% 47.4% 14.4% 4.7% 1.4% 4.3%
Q3g. Adequacy of

street lighting 21.3% 47.5% 14.8% 11.8% 3.7% 1.0%
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EXCLUDING DON’T KNO

03. How satisfied are you with the following "'Perceptions of Your Neighborhood?"" (without
""don't know"")

(N=832)
Very

Very satisfied  Satisfied Neutral Dissatisfied  dissatisfied
Q3a. Condition of streets 24.9% 54.5% 12.3% 6.9% 1.4%
Q3b. Condition of
sidewalks 26.7% 56.9% 11.2% 4.5% 0.7%
Q3c. Maintenance of
private property 15.2% 41.5% 25.4% 13.2% 4.7%
Q3d. Condition of alley 16.6% 35.5% 24.5% 16.8% 6.6%
Q3e. Feeling of safety 20.8% 48.8% 19.7% 8.4% 2.2%
Q3f. Quality of
neighborhood park 29.0% 49.5% 15.1% 4.9% 1.5%
Q3g. Adequacy of street
lighting 21.5% 47.9% 14.9% 11.9% 3.8%
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04. Which TWO of the neighborhood services listed in Question #3 above do you think the City

should emphasize most over the next year?

Q4. 1st choice Number Percent
Condition of streets 98 11.8%
Condition of sidewalks 21 2.5%
Maintenance of private property 155 18.6 %
Condition of alley 48 5.8 %
Feeling of safety 238 28.6 %
Quality of neighborhood park 69 8.3%
Adequacy of street lighting 87 105%
None chosen 116 13.9%
Total 832 100.0 %

04. Which TWO of the neighborhood services listed in Question #3 above do you think the City

should emphasize most over the next year?

Q4. 2nd choice Number Percent
Condition of streets 104 12.5%
Condition of sidewalks 41 4.9 %
Maintenance of private property 94 11.3%
Condition of alley 96 115 %
Feeling of safety 94 11.3%
Quality of neighborhood park 95 114 %
Adequacy of street lighting 133 16.0 %
None chosen 175 21.0%
Total 832 100.0 %

04. Which TWO of the neighborhood services listed in Question #3 above do you think the City

should emphasize most over the next year? (TOP 2)

Q4. Sum of top two choices Number Percent
Condition of streets 202 24.3 %
Condition of sidewalks 62 7.5%
Maintenance of private property 249 29.9 %
Condition of alley 144 17.3%
Feeling of safety 332 39.9 %
Quality of neighborhood park 164 19.7 %
Adequacy of street lighting 220 26.4 %
None chosen 116 13.9%
Total 1489

ETC Institute (2011)
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05. How would you rate the overall condition of your neighborhood?

Q5. Rate overall condition of your neighborhood Number Percent
Very Poor 9 11%
Poor 43 52 %
Average 204 24.5 %
Good 373 44.8 %
Excellent 170 20.4 %
Don't Know 33 4.0 %
Total 832 100.0 %
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06. What do you feel is the most important public safety concern in your neighborhood?
(Comments Were Grouped By Topic)

Q6. Most important public safety concern Number Percent
ROBBERY/THEFT 144 17.3%
TRAFFIC CONTROL 99 11.9%
STREET LIGHTING 55 6.6%
POLICE PATROLS 37 4.4%
OVERALL FEELING OF SAFETY 31 3.7%
CRIME PREVENTION 29 3.5%
HOMELESS POPULATION/TRANSIENTS 26 3.1%
VANDALISM/GRAFFITI 23 2.8%
ABANDONED/VACANT HOMES 21 2.5%
RENTAL PROPERTIES 14 1.7%
GANG ACTIVITY 13 1.6%
DRUGS 13 1.6%
SAFETY IN ALLEYS 9 1.1%
SAFETY IN PARKS 7 0.8%
ANIMAL CONTROL 7 0.8%
STREET MAINTENANCE 7 0.8%
NOISE CONTROL 6 0.7%
CODE ENFORCEMENT 5 0.6%
SAFETY NEAR ASU 5 0.6%
ILLEGAL IMMIGRATION 4 0.5%
BICYCLE TRAFFIC 4 0.5%
FIRE SERVICES 2 0.2%
OTHER 33 4.1%
NONE PROVIDED 12 1.4%
DON’T KNOW 226 27.2%
Total 832 100.0%
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06. What do you feel is the most important public safety concern in your neighborhood?
(Other Comments)

e ZONING

e BUSES NEED PULLOUTS

e APARTMENTS ON WEBER DR

e CLOSING OF EVANS SCHOOL

e BLIGHT

e BLOCKING OF PRIVATE DRIVEWAYS

e DOOR TO DOOR SOLICITATION

e NEED TO LEGALIZE FIREWORKS

e LIGHT RAIL RUNNING LIGHTS

e LITTER

e WHEELCHAIRS ON STREETS

e INADEQUATE NEIGHBORHOOD WATCH PROGRAMS
e HOA'S

e NOT ENOUGH RESPONSIBLE INDIVIDUALS
e PUBLIC ACCESS

e STREET PARKING

e TOO MANY ALTERCATIONS

e TRANSPORTING OF ELDERLY

e UNETHICAL POLICE LEADERS
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Q7. How satisfied are you with the following '"City Programs and Facilities?""

(N=832)

Very Very
satisfied  Satisfied Neutral Dissatisfied dissatisfied Don't know

Q7a. Quality of larger City

parks 35.7% 45.6% 8.8% 2.2% 0.4% 7.5%
Q7b. Quality of City

recreation centers 19.7% 33.9% 15.5% 1.0% 0.2% 29.7%
Q7c. Quality of City

swimming pools & programs 12.9% 21.4% 17.3% 3.0% 0.7% 44.7%
Q7d. Quality of City outdoor

athletic fields 16.8% 32.7% 16.8% 1.1% 0.2% 32.3%
Q7e. Quality of City

recreation programs for youth 13.3% 24.3% 15.4% 0.8% 0.2% 45.9%
Q7f. Quality of City

recreation programs for adults  13.7% 30.0% 16.6% 1.7% 0.6% 37.4%
Q7g. Quality of City golf

courses 10.8% 20.9% 18.0% 0.8% 0.1% 49.3%
Q7h. Quality of City arts &

cultural programs 16.0% 35.6% 16.8% 1.7% 0.5% 29.4%
Q7i. Library programs 26.8% 37.5% 14.2% 1.2% 0.4% 20.0%
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EXCLUDING DON’T KNO

Q7. How satisfied are you with the following "'City Programs and Facilities?"" (without "‘don’t

know'")

(N=832)
Very

Very satisfied  Satisfied Neutral Dissatisfied  dissatisfied
Q7a. Quality of larger City
parks 38.6% 49.2% 9.5% 2.3% 0.4%
Q7b. Quiality of City
recreation centers 28.0% 48.2% 22.1% 1.4% 0.3%
Q7c. Quality of City
swimming pools & programs  23.3% 38.7% 31.3% 5.4% 1.3%
Q7d. Quality of City
outdoor athletic fields 24.9% 48.3% 24.9% 1.6% 0.4%

Q7e. Quality of City

recreation programs for

youth 24.7% 44.9% 28.4% 1.6% 0.4%
Q7f. Quality of City

recreation programs for

adults 21.9% 48.0% 26.5% 2.7% 1.0%
Q7g. Quality of City golf

courses 21.3% 41.2% 35.5% 1.7% 0.2%
Q7h. Quality of City arts &

cultural programs 22.7% 50.4% 23.9% 2.4% 0.7%
Q7i. Library programs 33.5% 46.8% 17.7% 1.5% 0.5%
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08. Which TWO of the City programs and facilities listed in Question #7 above do you think the
City should emphasize most over the next year?

Q8. 1st choice Number Percent
Quiality of larger parks 129 155%
Quality of recreation centers 28 3.4%
Quiality of swimming pools & programs 38 4.6 %
Quality of outdoor athletic fields 22 2.6 %
Quiality of youth recreation programs 99 11.9%
Quality of adult recreation programs 33 4.0 %
Quiality of golf courses 30 3.6 %
Quality of arts & cultural programs 86 10.3 %
Library programs 122 147 %
None chosen 245 29.4 %
Total 832 100.0 %

08. Which TWO of the City programs and facilities listed in Question #7 above do you think the
City should emphasize most over the next year?

Q8. 2nd choice Number Percent
Quality of larger parks 79 9.5%
Quality of recreation centers 54 6.5 %
Quality of swimming pools & programs 26 3.1%
Quality of outdoor athletic fields 41 4.9 %
Quality of youth recreation programs 69 8.3%
Quality of adult recreation programs 62 7.5%
Quality of golf courses 23 2.8%
Quality of arts & cultural programs 89 10.7 %
Library programs 79 9.5%
None chosen 310 37.3%
Total 832 100.0 %
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08. Which TWO of the City programs and facilities listed in Question #7 above do you think the
City should emphasize most over the next year? (top 2)

Q8. Sum of top two choices Number Percent
Quiality of larger parks 208 25.0 %
Quality of recreation centers 82 9.9%
Quality of swimming pools & programs 64 7.7%
Quality of outdoor athletic fields 63 7.6 %
Quiality of youth recreation programs 168 20.2 %
Quality of adult recreation programs 95 114 %
Quiality of golf courses 53 6.4 %
Quality of arts & cultural programs 175 21.0 %
Library programs 201 242 %
None chosen 245 29.4 %
Total 1354
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09. How satisfied are you with the following '"City Services?""

(N=832)

Very Very
satisfied  Satisfied Neutral Dissatisfied dissatisfied Don't know

Q9a. Quality of library

services 31.6% 40.3% 11.1% 1.8% 0.2% 15.0%
Q9b. Condition of City streets  17.5% 57.1% 16.0% 7.5% 0.5% 1.4%
Q9c. Condition & clarity of

street signs 26.1% 53.6% 13.6% 5.0% 0.6% 1.1%
Q9d. Quality of local transit

service 23.9% 39.1% 14.7% 4.6% 1.2% 16.6%
Q9e. Management of traffic

flow 14.1% 48.1% 22.1% 12.0% 2.2% 1.6%
QO9f. Quality of walking &

biking paths 23.2% 46.9% 14.5% 4.3% 0.6% 10.5%

Q9g. Availability of
information about City
programs, events, services &

issues 19.7% 46.4% 20.9% 5.8% 1.2% 6.0%
Q9h. How well City enforces

property maintenance codes 7.2% 30.0% 23.0% 16.3% 8.5% 14.9%
Q9i. Landscape maintenance

along streets/sidewalks 13.8% 50.1% 20.9% 9.7% 3.2% 2.2%
Q9j. Appearance of

residential property 8.8% 45.6% 25.0% 14.5% 4.1% 2.0%
Q9k. Appearance of

commercial property 10.9% 52.9% 23.1% 8.5% 1.8% 2.8%
QOI. Cleanliness of City streets  20.8% 57.6% 15.6% 3.2% 1.3% 1.4%
Q9m. Residential trash

collection services 42.4% 46.2% 6.6% 2.0% 0.6% 2.2%
Q9n. Recycling services 42.4% 42.3% 7.1% 3.7% 1.2% 3.2%
Q90. Bulky item pick up/

removal services 38.8% 37.9% 9.0% 3.7% 0.8% 9.7%
Q9p. Water service 35.1% 47.5% 11.9% 2.4% 1.1% 2.0%
Q9g. Quality of local police

services 31.9% 45.9% 12.9% 3.5% 1.4% 4.4%
QO9r. Enforcement of local

traffic laws 20.7% 46.5% 19.4% 6.4% 2.5% 4.6%
Q09s. Quality of local fire

services 33.8% 42.5% 8.8% 0.2% 0.2% 14.4%
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09. (CONTINUED) How satisfied are you with the following ""City Services?""

Very Very
satisfied  Satisfied Neutral Dissatisfied dissatisfied Don't know

Qot. Efforts by City to

prevent crime 15.9% 41.0% 21.9% 7.9% 2.5% 10.8%
Q9u. Quality of parks &

recreation services 20.7% 54.3% 14.5% 2.0% 0.7% 7.7%
Q9v. Maintenance of City

parks 20.8% 54.7% 13.1% 3.1% 0.4% 7.9%
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Q9. How satisfied are you with the following "'City Services?"" (without ""don’t know'")
(N=832)
Very
Very satisfied  Satisfied Neutral Dissatisfied  dissatisfied

Q9a. Quality of library
services 37.2% 47.4% 13.0% 2.1% 0.3%
Q9b. Condition of City
streets 17.8% 57.9% 16.2% 7.6% 0.5%
Q9c. Condition & clarity of
street signs 26.4% 54.2% 13.7% 5.1% 0.6%
Q9d. Quality of local
transit service 28.7% 46.8% 17.6% 5.5% 1.4%
Q9e. Management of
traffic flow 14.3% 48.8% 22.5% 12.2% 2.2%
QOf. Quality of walking &
biking paths 25.9% 52.3% 16.2% 4.8% 0.7%
Q9g. Availability of
information about City
programs, events, services &
issues 21.0% 49.4% 22.3% 6.1% 1.3%
Q9h. How well City
enforces property
maintenance codes 8.5% 35.3% 27.0% 19.2% 10.0%
Q09i. Landscape
maintenance along streets/
sidewalks 14.1% 51.2% 21.4% 10.0% 3.3%
Q9j. Appearance of
residential property 9.0% 46.5% 25.5% 14.8% 4.2%
Q9k. Appearance of
commercial property 11.2% 54.4% 23.7% 8.8% 1.9%
QOI. Cleanliness of City
streets 21.1% 58.4% 15.9% 3.3% 1.3%
Q9m. Residential trash
collection services 43.4% 47.2% 6.8% 2.1% 0.6%
Q9n. Recycling services 43.9% 43.7% 7.3% 3.9% 1.2%
Q90. Bulky item pick up/
removal services 43.0% 41.9% 10.0% 4.1% 0.9%
Q9p. Water service 35.8% 48.5% 12.1% 2.5% 1.1%
Q9. Quality of local
police services 33.3% 48.1% 13.5% 3.6% 1.5%
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09. (CONTINUED) How satisfied are you with the following "'City Services?"" (without ""don't

know'")
Very
Very satisfied  Satisfied Neutral Dissatisfied  dissatisfied

QO9r. Enforcement of local
traffic laws 21.7% 48.7% 20.3% 6.7% 2.6%
Q9s. Quality of local fire
services 39.5% 49.7% 10.3% 0.3% 0.3%
Qot. Efforts by City to
prevent crime 17.8% 46.0% 24.5% 8.9% 2.8%
Q9u. Quality of parks &
recreation services 22.4% 58.9% 15.8% 2.2% 0.8%
Q9v. Maintenance of City
parks 22.6% 59.4% 14.2% 3.4% 0.4%
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010. Which THREE of the City services listed in Question #9 above do you think the City should
emphasize most over the next year?

Q10. 1st choice Number Percent
Library services 33 4.0 %
Condition of streets 44 53%
Condition & clarity of street signs 10 1.2%
Quality of local transit service 33 4.0 %
Management of traffic flow 56 6.7 %
Walking & biking paths 27 3.2%
Information about programs/events/services/issues 16 1.9%
Property maintenance codes enforcement 88 10.6 %
Landscape maintenance along streets/sidewalks 17 2.0%
Appearance of residential property 45 54 %
Appearance of commercial property 16 19%
Cleanliness of streets 9 1.1%
Residential trash collection 9 1.1%
Recycling 21 2.5%
Bulky item pick up/removal 7 0.8%
Water service 15 1.8%
Local police services 76 9.1%
Local traffic laws enforcement 36 4.3 %
Local fire services 11 1.3%
Efforts to prevent crime 123 14.8 %
Parks & recreation services 14 1.7%
Maintenance of parks 21 25%
None chosen 105 12.6 %
Total 832 100.0 %
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010. Which THREE of the City services listed in Question #9 above do you think the City should
emphasize most over the next year?

Q10. 2nd choice Number Percent
Library services 19 2.3%
Condition of streets 26 3.1%
Condition & clarity of street signs 13 1.6%
Quality of local transit service 40 4.8 %
Management of traffic flow 42 5.0%
Walking & biking paths 24 2.9%
Information about programs/events/services/issues 26 3.1%
Property maintenance codes enforcement 79 9.5%
Landscape maintenance along streets/sidewalks 49 5.9%
Appearance of residential property 83 10.0 %
Appearance of commercial property 17 20%
Cleanliness of streets 14 1.7%
Residential trash collection 7 0.8%
Recycling 18 2.2%
Bulky item pick up/removal 9 11%
Water service 7 0.8%
Local police services 43 52%
Local traffic laws enforcement 41 4.9 %
Local fire services 25 3.0%
Efforts to prevent crime 63 7.6 %
Parks & recreation services 25 3.0%
Maintenance of parks 19 2.3%
None chosen 143 17.2%
Total 832 100.0 %
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010. Which THREE of the City services listed in Question #9 above do you think the City should
emphasize most over the next year?

Q10. 3rd choice Number Percent
Library services 27 3.2%
Condition of streets 29 3.5%
Condition & clarity of street signs 15 1.8%
Quality of local transit service 21 2.5%
Management of traffic flow 31 3.7%
Walking & biking paths 27 3.2%
Information about programs/events/services/issues 22 2.6 %
Property maintenance codes enforcement 54 6.5 %
Landscape maintenance along streets/sidewalks 28 3.4 %
Appearance of residential property 50 6.0 %
Appearance of commercial property 51 6.1 %
Cleanliness of streets 17 2.0%
Residential trash collection 6 0.7%
Recycling 21 2.5%
Bulky item pick up/removal 14 1.7%
Water service 12 1.4%
Local police services 38 4.6 %
Local traffic laws enforcement 27 3.2%
Local fire services 12 1.4%
Efforts to prevent crime 68 8.2%
Parks & recreation services 32 3.8%
Maintenance of parks 21 25%
None chosen 209 25.1 %
Total 832 100.0 %
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010. Which THREE of the City services listed in Question #9 above do you think the City should

emphasize most over the next year? (top 3)

Q10. Sum of top three choices Number Percent
Library services 79 95%
Condition of streets 99 11.9%
Condition & clarity of street signs 38 4.6 %
Quality of local transit service 94 11.3%
Management of traffic flow 129 155%
Walking & biking paths 78 9.4%
Information about programs/events/services/issues 64 7.7%
Property maintenance codes enforcement 221 26.6 %
Landscape maintenance along streets/sidewalks 94 11.3%
Appearance of residential property 178 21.4 %
Appearance of commercial property 84 10.1 %
Cleanliness of streets 40 4.8 %
Residential trash collection 22 2.6 %
Recycling 60 7.2%
Bulky item pick up/removal 30 3.6 %
Water service 34 4.1 %
Local police services 157 18.9 %
Local traffic laws enforcement 104 12.5%
Local fire services 48 5.8%
Efforts to prevent crime 254 30.5%
Parks & recreation services 71 8.5%
Maintenance of parks 61 7.3%
None chosen 105 12.6 %
Total 2144
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011. Which (if any) of the social/human services listed below have you used?

Q11. Social/human services you have used Number Percent
Counseling 28 3.4%
Volunteer opportunities 100 12.0%
Services for seniors/disabled 52 6.3 %
Rent/utility assistance 37 4.4%
Diversion 13 1.6 %
Crisis intervention 14 1.7 %
Meals provisions 15 1.8%
Care 7 8 1.0%
Youth services 50 6.0 %
None chosen 622 74.8 %
Total 939
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012. Which THREE of the social/human services listed in Question #11 above do you think the

City should emphasize most over the next year?

Q12. Top choice Number Percent
Counseling 34 4.1 %
Volunteer opportunities 81 9.7 %
Services for seniors/disabled 143 17.2 %
Rent/utility assistance 46 55%
Diversion 4 0.5%
Crisis intervention 33 4.0 %
Meals provisions 25 3.0%
Care 7 2 0.2%
Youth services 76 9.1%
None chosen 388 46.6 %
Total 832 100.0 %

012. Which THREE of the social/human services listed in Question #11 above do you think the

City should emphasize most over the next year?

Q12. 2nd choice Number Percent
Counseling 24 29%
Volunteer opportunities 36 4.3 %
Services for seniors/disabled 98 11.8%
Rent/utility assistance 33 4.0 %
Diversion 12 1.4%
Crisis intervention 53 6.4 %
Meals provisions 53 6.4 %
Care 7 5 0.6 %
Youth services 85 10.2 %
None chosen 433 52.0 %
Total 832 100.0 %
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012. Which THREE of the social/human services listed in Question #11 above do you think the
City should emphasize most over the next year?

Q12. 3rd choice Number Percent
Counseling 32 3.8%
Volunteer opportunities 33 4.0%
Services for seniors/disabled 52 6.3 %
Rent/utility assistance 32 3.8%
Diversion 12 1.4%
Crisis intervention 50 6.0 %
Meals provisions 54 6.5 %
Care 7 9 1.1%
Youth services 93 11.2 %
None chosen 465 55.9 %
Total 832 100.0 %

012. Which THREE of the social/human services listed in Question #11 above do you think the
City should emphasize most over the next year? (top 3)

Q12. Sum of top three choices Number Percent
Counseling 90 10.8 %
Volunteer opportunities 150 18.0 %
Services for seniors/disabled 293 35.2 %
Rent/utility assistance 111 13.3%
Diversion 28 3.4%
Crisis intervention 136 16.3 %
Meals provisions 132 15.9 %
Care 7 16 1.9%
Youth services 254 30.5 %
None chosen 388 46.6 %
Total 1598
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013. Which of the following do you use to get information about the City of Tempe?

Q13. Sources used to get information about City  Number Percent
Tempe 11 165 19.8 %
Recreation Opportunities Brochure 270 32.5%
Social media 55 6.6 %
Calling the City 158 19.0 %
Water bill newsletter 573 68.9 %
E-mail subscriptions 60 72%
TV News 358 43.0 %
City website 277 33.3%
Newspapers 445 53.5%
Radio 169 20.3 %
None chosen 38 4.6 %
Total 2568
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013a. How would you prefer to receive information from the City of Tempe?

Q13a. 1st choice Number Percent
Tempe 11 38 4.6 %
Recreation Opportunities Brochure 57 6.9 %
Social media 15 1.8%
Calling the City 10 12%
Water bill newsletter 225 27.0 %
E-mail subscriptions 58 7.0%
TV News 45 5.4 %
City website 76 9.1%
Newspapers 60 72%
Radio 11 1.3%
None chosen 237 28.5 %
Total 832 100.0 %

013a. How would you prefer to receive information from the City of Tempe?

Q13a. 2nd choice Number Percent
Tempe 11 30 3.6 %
Recreation Opportunities Brochure 44 53%
Social media 21 2.5%
Calling the City 19 2.3 %
Water bill newsletter 101 12.1 %
E-mail subscriptions 31 3.7%
TV News 78 9.4 %
City website 79 9.5%
Newspapers 91 10.9%
Radio 14 1.7%
None chosen 324 38.9 %
Total 832 100.0 %
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013a. How would you prefer to receive information from the City of Tempe?

Q13a. 3rd choice Number Percent
Tempe 11 26 3.1%
Recreation Opportunities Brochure 31 3.7%
Social media 14 1.7 %
Calling the City 24 2.9%
Water bill newsletter 51 6.1 %
E-mail subscriptions 14 1.7%
TV News 60 7.2%
City website 64 7.7%
Newspapers 93 11.2%
Radio 41 4.9 %
None chosen 414 49.8 %
Total 832 100.0 %

013a. How would you prefer to receive information from the City of Tempe? (top 3)

Q13a. Sum of top three choices Number Percent
Tempe 11 94 11.3%
Recreation Opportunities Brochure 132 15.9 %
Social media 50 6.0 %
Calling the City 53 6.4 %
Water bill newsletter 377 45.3 %
E-mail subscriptions 103 12.4 %
TV News 183 22.0 %
City website 219 26.3 %
Newspapers 244 29.3 %
Radio 66 7.9%
None chosen 237 28.5 %
Total 1758
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014a. Have you contacted the City of Tempe during the past year?

Q14a. Contacted City during past year Number Percent
Yes 424 51.0 %
No 406 48.8 %
No response 2 0.2%
Total 832 100.0 %
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0Q14b-f. If YES, how satisfied are you with the ""Customer Service?"

(N=424)

Very Very
satisfied  Satisfied Neutral Dissatisfied dissatisfied Don't know

Q14b. How easy was the

City to contact 36.8% 42.0% 10.4% 6.6% 1.9% 2.4%
Q14c. The way you were
treated 40.1% 38.7% 11.6% 3.8% 2.4% 3.5%
Q14d. Accuracy of
information you were given 36.1% 37.5% 12.3% 6.4% 3.8% 4.0%
Q14e. How quickly staff
responded 38.2% 31.1% 15.6% 5.2% 6.6% 3.3%
Q14f. How well your issue
was handled 35.4% 31.1% 15.6% 7.3% 8.0% 2.6%
Q14b-f. If YES, how satisfied are you with the ""Customer Service?"" (without "'don't know"")
(N=424)
Very

Very satisfied  Satisfied Neutral Dissatisfied  dissatisfied
Q14b. How easy was the
City to contact 37.7% 43.0% 10.6% 6.8% 1.9%
Q14c. The way you were
treated 41.6% 40.1% 12.0% 3.9% 2.4%
Q14d. Accuracy of
information you were given 37.6% 39.1% 12.8% 6.6% 3.9%
Q14e. How quickly staff
responded 39.5% 32.2% 16.1% 5.4% 6.8%
Q14f. How well your issue
was handled 36.3% 32.0% 16.0% 7.5% 8.2%
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015. Which TWO of the following major categories of city services do you think the City should
emphasize most over the next year?

Q15. Major categories of City services Number Percent
Social/human services 134 16.1 %
City appearance 106 12.7 %
Maintenance of streets/buildings 119 143 %
Library/arts/recreation programs 150 18.0 %
Customer service 31 3.7%
Neighborhoods 209 25.1 %
Parks 79 9.5%
Police services 268 32.2%
Water/sewer/trash 69 8.3%
Transportation services 100 12.0%
Economic/business development 187 22.5%
Fire services 63 7.6 %
None chosen 64 7.7 %
Total 1579
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016. If you could ask the Mayor and Council to make ONE improvement for your neighborhood
in the next year, what would that improvement be? (Comments Were Grouped By Topic)

Q16. ONE improvement for your neighborhood Number Percent
APPEARANCE/MAINTENANCE OF NEIGHBORHOODS 99 16.6%
PUBLIC SAFETY 82 13.7%
STREET LIGHTING 57 9.5%
TRAFFIC LAW ENFORCEMENT 45 7.5%
CODE ENFORCEMENT 39 6.5%
PUBLIC TRANSPORTATION 33 5.5%
PARKS AND RECREATION FACILITIES 33 5.5%
STREET MAINTENANCE 29 4.9%
APPEARANCE/MAINTENANCE OF ALLEYS 20 3.4%
UTILITY SERVICES 18 3.0%
TRAFFIC LIGHTS 14 2.3%
NOISE CONTROL 14 2.3%
COMMERICAL/RETAIL DEVELOPMENT 13 2.2%
HOMELESS POPULATION 10 1.7%
ANIMAL CONTROL 8 1.3%
EDUCATION 6 1.0%
SERVICES FOR TRADITIONALLY UNDERSERVED

POPULATIONS 6 1.0%
RENTAL PROPERTIES 4 0.7%
RECYCLING SERVICES 3 0.5%
ENVIRONMENTAL REGULATIONS 3 0.5%
TRAFFIC FLOW 3 0.5%
BICYCLE FACILITIES 3 0.5%
INTERNET SERVICES 2 0.3%
SIDEWALK MAINTENANCE 2 0.3%
OTHER 51 8.5%
Total 597 100.0%
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0Q16. If you could ask the Mayor and Council to make ONE improvement for your neighborhood
in the next year, what would that improvement be? (Other Comments)

e NEED TO CURB APPEAL OF NORTH TEMPE

e CURFEWS NEED TO BE IMPLEMENTED FOR YOUTH

e CUT TAX RATES

e DARK SKIES PROGRAM PARTICIPATION

e DO SOMETHING WITH THE TOWERS

e DOING GREAT!

e GATED

e GENERAL QUALITY OF LIFE

e GET RID OF 35 MPH SCHOOL ZONES

e APACHE BLVD LEFT TURN PRIORITY

e ASU PARKING ENFORCEMENT

e NEED MORE FUNDS FOR IMPROVEMENT

e NEED BETTER ACCESS DURING ROAD WORK

e MAKE IT GATED

e BREAK STRANGLEHOLD OF HOA'S!

e EMPHASIZE CUSTOMER SERVICE

e WHEELCHAIR RAMPS NEEDED

e ZONING LAWS IN THE AREA

e LARGE FINES SHOULD BE SET FOR LITTERING

e KEEP UP THE GOOD WORK

e |LEAVE COLLEGE AVE ALONE!

e LIMIT RENTAL & ENFORCE MAINTENANCE

e ONLY ALLOW RESIDENTS TO PARK TWO CARS ON STREET
e LOVE OUR NEIGHBORHOOD

e LOWER TAXES

e [INCLUDE ALL NOT JUST HOMEOWNER

e [IMPROVE EFFICIENCY IN CITY SERVICES

e GIVE COREY WOODS A RAISE!

e CONTROL ILLEGAL MEXICANS

e HELP PROPERTY VALUES INCREASE

e |IMPROVE PROPERTY VALUES AND COST

e NO SCHOOL BUSES SHOULD BE ALLOWED ON SIDE STREETS
¢ MORE REGULATION OF STUDENT RENTALS ARE NEEDED
e TOO MANY MULTI-RENTERS IN ONE HOUSE

e PENSION PLANS LESS GENEROUS

e PREVENT BLOCKING OF DRIVEWAYS

e PROUD TO BE TEMPE RESIDENT

e PROVISIONS FNEEDED OR COMMERCIAL GARDENING
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0Q16. If you could ask the Mayor and Council to make ONE improvement for your neighborhood
in the next year, what would that improvement be? (Other Comments Continued)

e REDUCE RENTALS/FORECLOSURES

o REDUCE SALES TAXES

e WE ARE DOING WELL!

e RESIDENTS NEED MORE WARNINGS BEFORE FINES/TICKETS ARE GIVEN
e REDUCED EMPHASIS ON GROWTH

e REMOVE STRAY CATS

e STOP SPENDING MONEY

e STOP SPENDING MONEY ON BIKES/CANALS

e STOP TRAIN HORN FROM 11PM-5AM

e SAVE MONEY FOR BASIC SERVICES

e TAKE OUT CAMERAS/DETECTORS

e NEED BETTER PARKING IN DOWNTOWN TEMPE

ETC Institute (2011) Page 67



City of Tempe 2010 Community Survey: Final Report

017. If you could ask the Mayor and Council to work on only ONE problem in Tempe during the
next year, what would that problem be? (Comments Were Grouped By Topic)

Q17. Problem to work on Number Percent
PUBLIC SAFETY 82 14.3%
COMMERCIAL/RETAIL DEVELOPMENT 69 12.0%
APPEARANCE OF CITY 42  7.3%
SERVICES FOR HOMELESS/TRADITIONALLY UNDERSERVED

POPULATIONS 33 57%
POLICE PATROLS 26 4.5%
CODE ENFORCEMENT 26 4.5%
PUBLIC TRANSPORTATION SERVICES 24 4.2%
FLOW OF TRAFFIC/CONGESTION MANAGEMENT 23 4.0%
TRAFFIC LAW ENFORCEMENT 22  3.8%
CITY'S BUDGET/SPENDING 21 3.7%
UTILITY SERVICES 18 3.1%
MAINTENANCE OF STREETS 15 2.6%
PARKS AND RECREATION FACILTIES 14 2.4%
COMPLETING CITY PROJECTS 10 1.7%
MAINTENANCE OF RENTAL PROPERTIES 10 1.7%
EDUCATION 9 1.6%
SAFETY OF ASU STUDENTS 8 1.4%
ANIMAL CONTROL 8 1.4%
LIBRARY PROGRAMS 8 14%
GANG ACTIVITY 7 1.2%
TRAFFIC LIGHTS 7 1.2%
YOUTH PROGRAMS 7 1.2%
VACANT BUILDINGS 7 1.2%
IMPROVE IMAGE OF THE CITY 7 1.2%
BICYCLE SAFETY 7 1.2%
DRUG CONTROL 5 0.9%
POLICE DEPARTMENT 5 0.9%
PARKING DOWNTOWN 5 0.9%
LOWER TAXES 5 0.9%
HOUSING MARKET/PROPERTY VALUES 5 0.9%
MAINTENANCE/APPEARANCE OF ALLEYS 4 0.7%
STREET LIGHTING 4  0.7%
NOISE CONTROL 3 0.5%
OTHER 28  4.9%
Total 574 100.0%
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017. If you could ask the Mayor and Council to work on only ONE problem in Tempe during the

next year, what would that problem be? (Other Comments)

NEED TO BETTER EDUCATE DRIVERS
ILLEGAL IMMIGRATION
FIX HEATER ON MICCLINTOCK POOL
NEED FREE PARKING AT CENTERPOINT
REMOVE ILLEGAL SIGNS OVER BUSINESSES
NEED HANDICAPPED PARKING
IMPROVE THE TWO TOWERS
KEEP THE LAKE FULL
MAINTAIN ALL NEIGHBORHOOD SERVICES BETTER
MAKE MILL AVE MORE FAMILY FRIENDLY
CITY NEEDS MORE APPROPRIATE SPORTS BARS
CITY SHOULD PLACE MORE EMPHASIS ON THE QUALITY OF LIFE
WE NEED MORE SUSTAINABLE PRACTICES
NO MORE PAY CUTS & FURLOUGH DAYS
NOT ENOUGH CITY EMPLOYEES
NEED MORE RECYCLING PROGRAMS
OPT OUT OF SB1070
PIGEON ABATEMENT
REDUCE JAYWALKING FINES
RETURN TO COUNCIL GOVERNMENT
STOP DESTROYING MILL AVE
NEED MORE VOLUNTEERS & EMERGENCY MANAGEMENT
ZONING
BREWERY PARKING BLOCKS DRIVES
AIR POLLUTION
CONTROL DELIVERY TRUCKS
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Survey Instrument
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City of Tempe
P.O. Box 5002
31 East Fifth Street
Tempe, AZ 85280
480-350-8225

Hugh Hallman
Mayor

Joel Navarro
Vice-Mayor

Robin Arredondo-Savage
Councilmember

Shana Ellis
Councilmember

Mark W. Mitchell
Councilmember

Onnie Shekerjian
Councilmember

Corey D. Woods
Councilmember

2010 City of Tempe Survey
Dear Fellow Tempe Resident,

On behalf of the Tempe City Council, thank you for your on-going
involvement in our community. This letter is a request for your assistance in
building an even better Tempe. Your input on the enclosed survey is
extremely important. Over the next few months, my council colleagues and |
will be making decisions that affect a wide range of City services, including
public safety, parks and recreation, economic development, code
enforcement, and others. To make sure that the City’s priorities are aligned
with the needs of our residents, we need to know what you think.

We realize the survey takes time to complete, but every question is
important. The time you invest in the survey will influence many of decisions
that will be made about the City’s future. Your responses also will allow City
leadership and staff to identify and address many of the opportunities and
challenges facing the community. Please return your completed survey
sometime during the next week if possible, and return it in the enclosed
postage-paid envelope. Your responses will remain confidential.

If you prefer, you may complete the survey on-line at
www.tempe2010survey.org.

Please call Community Relations Manager Shelley Hearn at 480-350-
8906 with any questions. City staff will be pleased to answer them. Thank
you again for taking the time to help make Tempe the great Arizona City.

Cordially,

Hugh Hallman
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Please take a few minutes to complete this survey. Your input is an important patt of the City's ongoing effort to % Q2
. . . . . : . . - 1z0
identify ways to improve the quality of City services. Your responses will remain completely confidential. The

information printed on the sticker on the back page will only be used to help identify which areas of the City need

additional resources and will not be provided to the City by the survey vendor. If your address (on the last page of

the survey) is not correct, please provide the correct information.

How satisfied are you with the following?
Please rate satisfaction level on a scale of 5 to 1 where 5
means “very satisfied” and 1 means “very dissatisfied””.

Very

Very . c . Don’t
Satisfied Satisfied | Neutral | Dissatisfied | picsatisfied Know

1. Perceptions of the City

A. Overall, how satisfied are you with the
quality of services offered by Tempe

u
(O8]
—_
O

Appearance of the City

Image of the City

How well the City is planning growth

Quality of life in the City

—_ == =] =

Feeling of safety in the City

The City’s overall efforts to promote diversity
in the community?

The City’s promotion of inclusiveness

The direction the City is heading

The leadership of the City’s elected officials

AR QF|E| g0

The level of public involvement in the City’s
decision-making process
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L. How ethical City employees are in the way
they conduct City business

w
~
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No)

M. The City’s sustainability programs, which are
designed to promote water, energy and natural 5 4 3 2 1 9
resource conservation

N. City efforts to keep residents informed about
the City’s budget

O. Opportunities to express ideas and views to
the City

2. Usage of City Services and Facilities. Please check all the services and facilities provided by the City of Tempe that
you or other members of your household have used during the past 12 months. [check ALL that apply]

__(01) Library __(05) Light rail service _(09) Tempe Center for the Arts
__ (02) Parks __(06) City golf courses __ (10) Arts and recreation programs
__(03) Walking/biking trails ~ ___(07) City swimming pools __(11) Household Products Collection Center

__(04) City athletic fields __ (08) Community/rec. centers ___ (12) Bus/Orbit service




. . Very . o .. Very Don’t
3. Perceptions of Your Neighborhood Satisfied Satisfied Neutral Dissatisfied Dissatisfied Know
A. Condition of streets 5 4 3 2 1 9
B. Condition of sidewalks 5 4 3 2 9
C. Maintenance of private property 5 4 3 2 1 9
D. Condition of alley (if applicable) 5 4 3 2 1 9
E. Feeling of safety 5 4 3 2 1 9
F.  Quality of neighborhood park 5 4 3 2 1 9
G. Adequacy of street lighting 5 4 3 2 1 9
4. Which TWO of the neighborhood services listed in Question #3 above do you think the City should emphasize
most over the next year? [write the letters for your top 2 choices] 1st choice: 2nd choice:
5. How would you rate the overall condition of your neighborhood?
(5) Excellent (4) Good (3) Average (2) Poor (1) Very Poor  ___ (9) Don’t know
6. What do you feel is the most important public safety concern in your neighborhood?
How satisfied are you with the following? Ver Very Don’t
Please rate satisfaction level on a scale of 5 to 1 where 5 Y Satisfied | Neutral | Dissatisfied ; :
; o Satisfied Dissatisfied | Know
means “very satisfied” and 1 means “very dissatisfied”.
7. City Programs and Facilities
A.  Quality of larger City parks (e.g., Kiwanis, 5 4 3 5 1 9
Tempe Beach Park)
B.  Quality of City recreation centers 5 4 3 2 1 9
C.  Quality of City swimming pools and programs 5 4 3 2 1 9
D. Quality of City outdoor athletic fields (e.g.,
5 4 3 2 1 9
baseball, soccet, etc.)
E.  Quality of City recreation programs for youth 4 2 1
F.  Quality of City recreation programs for adults 5 4 3 2 1
G. Quality of City golf courses (Rolling Hills/Ken
5 4 3 2 1 9
McDonald)
H. Quality of City arts and cultural programs 5 4 3 2 1
1. Library programs 5 4 3 2 1

8. Which TWO of the City programs and facilities listed in Question #7 above do you think the City should emphasize
most over the next year? [write the letters for your top 2 choices]

1st choice: 2nd choice:




How satisfied are you with the following?
Please rate satisfaction level on a scale of 5 to 1 where 5
means “very satisfied” and 1 means “very dissatisfied”.

Very

Very : : : Don’t
Satisfied Satisfied | Neutral | Dissatisfied | picsatisfied Know

9. City Services

Quality of library services

Overall condition of City streets

Condition and clarity of street signs

Quality of local transit service (bus, rail, Orbit)

Management of traffic flow on City streets

Quality of walking and biking paths in the City
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Availability of information about City programs
events, services and issues
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How well the City enforces property
maintenance codes

—_

—

Landscape maintenance along streets/sidewalks

Appearance of residential property in the City

Appearance of commercial property in the City

Cleanliness of City streets

. Residential trash collection services

Recycling services

. Bulky item pick up/tremoval setvices

Water service

Quality of local police services

Enforcement of local traffic laws

Quality of local fire services

Efforts by the City to prevent crime

Quality of parks and recreation services
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Maintenance of City parks
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. Which THREE of the City services listed in Question #9 above do you think the City should emphasize most over

the next year? [write the letters for your top 3 choices]

1st choice: 2nd choice:

3td choice:




11. Which (if any) of the social/human services listed below have you used? (check all that apply)

__(01) Counseling ___ (04) Rent/utility assistance __(07) Meals provisions
__(02) Volunteer opportunities __(05) Diversion __ (08) Care 7
___(03) Services for seniots/disabled ___(006) Crisis intervention __(09) Youth services

12. Which THREE of the social/human setvices listed in Question #11 above do you think the City should emphasize
most over the next year? [write the letters for your top 3 choices]

1st choice: 2nd choice: 3rd choice:
13. Which of the following do you use to get information about the City of Tempe? (check all that apply)
__(01) Tempe 11 (Cable TV/web) __ (04) Calling the City __(07) Television news
__ (02) Recreation Opportunities Brochure ___(05) Water bill newsletter __(08) City Web site
__(03) Social media (T'witter, Facebook, YouTube) __ (06) E-mail subscriptions (listservs) __ (09) Newspapers ___ (10) Radio
13a. How would you prefer to receive information from the City of Tempe? [write the number for your top 3
choices from the list above in #13] 1st choice: 2nd choice: 34 choice:
. Very - - e Very Don’t
14. Customer Service Satisfied Satisfied Neutral Dissatisfied Dissatisfied Know
A. Have you contacted the City of Tempe during the past year? _ (1) Yes [answer #14 B-F] __(2) No [go to #15]
B. How easy was the City to contact 5 4 3 2 1 9
C. The way you were treated 5 4 3 2 1 9
D. The accuracy of the information you were given 5 4 3 2 1 9
E. How quickly staff responded to your request 5 4 3 2 1 9
F. How well your issue was handled 5 4 3 2 1 9
15. OVERALL PRIORITIES. Which TWO of the following major categories of city services do you think the City
should emphasize most over the next year? [check up to 2 items from the list below]
___(01) Social/human setvices ___(05) Customer setvice __(09) Water/sewer/trash
__(02) Appearance of the City __(06) Neighborhoods __(10) Transportation services
__(03) Maintenance of streets/buildings __ (07) Parks __(11) Economic/business development
__(04) Library/arts/recreation programs ___(08) Police services ___(12) Fire services

16. Ifyou could ask the Mayor and Council to make ONE improvement for your neighborhood in the next year, what
would that improvement be?
17. If you could ask the Mayor and Council to wotk on only ONE problem in Tempe during the next year, what would
that problem be?




18. Demographics (please check or circle the appropriate responses)
A. Approximately how many years have you lived in Tempe?
_ (1) Less than 6 months ___ (2) 6 months —5years ___ (3) 6-10 years ___ (4) 11-20 years ___ (5) More than 20 years
B. What is your age? __ (2) 18-34 __ (3)35-44 ___ (4)45-54 ___(5)55-64 __ (6)65-74 ___(7) More than 75 years
C. What is your gender? FEMALE MALE
D. Have you used public transit during the past year? YES NO
E. Are you a full-time student? YES NO
F. Do you own or rent your current residence? OWN RENT G. Does your home have an alley? YES NO
H. What is the highest level of education that you have completed?
___(1) less than high school ___ (2) high school ___(3) some college ___ (4) 4-year college ___ (5) graduate degree
I. Which of the following best describes your home? SINGLE-FAMILY MULTI-FAMILY
J. Do you have cable television? YES NO K. Do you have Internet access at home? YES NO
L. Have you visited Downtown Tempe during the past year? YES NO
M. Which of the following best describes your race/ethnicity? (check all that apply)
(1) Asian/Pacific Islander (2) White (3) American Indian/Eskimo (4) Black/African American
(5) Hispanic/Latino/Spanish (9) Other:

This concludes the survey. Thank you for your time!

Please return your completed survey in the enclosed postage paid
envelope addressed to ETC Institute, 725 West Frontier Circle,
Olathe, KS 66061






