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Memorandum

To:

City Council

From:

Christina Smith, Management Analyst

Via:

John J. Caulfield, City Manager

Date:

February 23, 2008

Subject:

City of Mountlake Terrace Community Satisfaction Survey Summary

BACKGROUND:
In communities today, residents expect their local government officials to be well informed about customer
perspectives. Surveying the community is not only a good idea, but a bit of a necessity for today’s responsive local
government. To this end there are many reasons and benefits for conducting a Community Satisfaction Survey:
Reasons







Benefits
•
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To measure service performance
To benchmark service quality ratings
To assess community needs
To make long-range, short-term, or strategic plans
To demonstrate the receptivity of our local government
To evaluate potential policies or community characteristics
To create a trendline for future surveying
Citizen surveying bridges the gap between the government and citizens who don’t come to meetings,
but do vote, pay taxes, and make decisions about where to live and build their businesses. It is
important to hear from a broad cross section of residents.

•

The best way to encourage good performance is to measure it, and the best indicator of government
performance is citizen satisfaction.

•

Surveying is how you measure progress. Surveying is not a one-time event. You start a trend line with
your first survey. In following years (typically every other), declining scores tell you where to focus
improvements; rising scores reward departments that are improving.
February 2008
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•

Surveys done by professionals come with analysis and explanation that put local scores in perspective.
Surveys done by outside contractors are free of bias and establish a neutral benchmark that all parties
can accept.

•

Surveying is always done in the context of planning for the future—balancing priorities, setting new
objectives, preparing the next budget, improving services.
.
The cost of surveying is repaid with interest in terms of citizen satisfaction with government, staff
commitment to change, and conservation of resources.

•

•

Community surveys provide an important means for evaluating and assessing the level of citizen
satisfaction with City services and programs, and they offer important information to decision makers as
they determine how resources should be allocated and whether local policies should be revised.

•

By tying the results of citizen surveys to performance measurement, the City demonstrates its
commitment to transparency and accountability in its daily operations.

The Community Satisfaction Survey is a flexible tool. It can be used to elicit various kinds of information, whether on
broad topics such as quality of life or on particular services such as public safety, street repair, storm drainage, parks
and development services.
One of the City Council’s Goals is to, “Develop and Implement More Effective Communication and Outreach with the
Community.” In keeping with the City’s work plan, one way Council planned to accomplish this goal is to conduct a
Community Satisfaction Survey to provide information and understanding of our community’s opinions, improve
communication and measure citizen satisfaction with the overall operation of the many services provided by the
City. To this end, we recommended that the Council utilize the services of the National Research Center, Inc. (NRC)
and International City/County Management Association (ICMA) to conduct Mountlake Terrace’s Community
Satisfaction Survey, using their National Citizen Survey (NCS) Program.
The NRC is a research firm that specializes in performance measurement and evaluation. They conduct survey
research by mail, phone, in-person and on the Internet and analyze new and existing data sets using sophisticated
inferential techniques or simple descriptive statistics. The NRC, in conjunction with ICMA, operate a unique service
that administers, analyzes, and reports results from customizable citizen surveys. They are able to provide this
service at a relatively low cost through careful standardization and automation of the survey process. Each of their
clients are able to make important customizations for their jurisdiction, and can compare their results with results
from other jurisdictions across the United States.
At the September 13th, 2007 City Council Work Study Session, members of Council made the decision to enroll in the
18-week NCS program and contract with the NRC to conduct the City of Mountlake Terrace’s Community
Satisfaction Survey. After . . .
• Customizing a survey for our community
• Adding 3 additional policy questions specific to the needs and interest of our jurisdiction
February 2008
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Developing and distributing a cover letter from the Mayor to the randomly selected survey participants
Sending mailings to 1,200 randomly selected households (e.g., pre- survey postcard and two mailings of
the survey instrument)
• Inputting and cleaning the data
• Weighting the data to reflect population norms, and
• Submitting the three (3) final reports (executive summary, statistical analysis of survey results, and
comparison with national norms)
. . . the following is the summary of results of Mountlake Terrace’s Community Satisfaction Survey, as provided from
the data and information provided by NRC:
•
•

ANALYSIS:
What We Do Well

What We Need to Improve On

Quality of Life
- City as a Place to Live
- Overall Quality of Life
- Neighborhood as a Place to Live
- City as a Place to Raise Children

Quality of Life
- City as a Place to Retire
- City as a Place to Work

Characteristics of the Community
- Openness and Acceptance
- Recreational Opportunities
- Sense of Community

Characteristics of the Community
- Educational Opportunities
- Overall Image/Reputation
- Overall Appearance
- Opportunities to Attend Cultural Events
- Shopping Opportunities
- Job Opportunities

Access
- Affordable Quality Housing
- Affordable Quality Child Care

Access
- Quality Health Care

Mobility
- Ease of Bus Travel
- Ease of Car Travel
- Ease of Walking

Mobility
- Ease of Bicycle Travel

Public Trust
- Welcomes Citizen Involvement
- Receive Good Value for Taxes
- Listens to Citizens
- Overall Direction of the City

Public Trust

6

February 2008

[COMMUNITY SATISFACTION SURVEY: EXECUTIVE SUMMARY]

What We Do Well

What We Need to Improve On

Services Provided By Government
- Local Government

Services Provided By Government
- State Government
- Federal Government

Public Safety
- Fire Services
- Ambulance/Emergency Medical Services
- Police Services
- Crime Prevention

Public Safety
- Fire Prevention and Education

Transportation
- Bus/Transit Services
- Amount of Public Parking
- Street Cleaning
- Street Lighting
- Traffic Signal Timing
- Sidewalk Maintenance
- Street Repair

Transportation
- Snow Removal

Leisure Services
- Recreation Programs or Classes
- Accessibility of Parks
- Public Library Services
- Appearance of Recreation Centers / Facilities
- Range/Variety of Recreation Programs
- Accessibility of Recreation Centers / Facilities
- Recreation Centers/Facilities

Leisure Services
- City Parks
- Variety of Library Materials
- Appearance / Maintenance of Parks

Utility Services
- Recycling
- Yard Waste Pick-Up
- Garbage Collection
- Sewer Services
- Drinking Water
- Storm Drainage

Utility Services

Planning and Code Enforcement Services
- Land use, Planning and Zoning

Planning and Code Enforcement Services
- Animal Control
- Code Enforcement
- Economic Development

Services to Special Populations / Other Services

Services to Special Populations / Other Services

February 2008
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-

What We Do Well
Public Information Services
Municipal Courts
Services to Youth

Mountlake Terrace Employees
- Courtesy
- Knowledge
- Responsiveness
- Overall Impression

-

What We Need to Improve On
Services to Seniors

Mountlake Terrace Employees

Policy Questions
A New Civic Center
When asked whether or not they supported or opposed building a new Civic Center:
A: - 85% of respondents “strongly” or “somewhat” support building a Civic Center with City Hall and
Community/Senior Center
- 15% “strongly” or “somewhat” oppose building a Civic Center with City Hall and Community/Senior Center
B: C: -

80% of respondents “strongly” or “somewhat” support building a Civic Center with City Hall,
Community/Senior Center and Police Station
20% “strongly” or “somewhat” oppose building a Civic Center with City Hall and Community/Senior Center
77% of respondents “strongly” or “somewhat” support building a Civic Center with City Hall
23% “strongly” or “somewhat” oppose building a Civic Center with City Hall

Funding a New Civic Center
When asked how likely or unlikely they would vote for bond to pay for a new Civic Center:
A: - 65% of respondents would be “very” or “somewhat” likely to vote for a bond to pay for building a Civic
Center with City Hall and Community/Senior Center
- 35% would be “very” or “somewhat” unlikely to vote for a bond to pay for building a Civic Center with City
Hall and Community/Senior Center

B: -

C: -

64% of respondents would be “very” or “somewhat” likely to vote for a bond to pay for building a Civic
Center with City Hall, Community/Senior Center and Police Station
36% would be “very” or “somewhat” unlikely to vote for a bond to pay for building a Civic Center with City
Hall and Community/Senior Center

-

57% of respondents would be “very” or “somewhat” likely to vote for a bond to pay for building a Civic
Center with City Hall
33% would be “very” or “somewhat” likely to vote for a bond to pay for building a Civic Center with City Hall
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Economic Development
Though all of the economic development choices were primarily ranked “essential” and “very important,” the three
highest rated economic development characteristics were:
- Help Existing Businesses (81%)
- Encourage More Jobs (77%)
- Improve Infrastructure (76%)
- (4)Improve City’s Image (75%)
- (5)Encourage Businesses to Relocate and/or Expand their Business (74%)

CONCLUSION:
The Community Satisfaction Survey has: (1) provided the City with information and an understanding of our
community’s opinions, (2) helped to increase communication between City leadership and the community; and (3)
measured the community’s satisfaction with the overall operation of the many services provided by the City. This
report will assist City leadership in determining how resources should be allocated and whether local policies should
be revised. Now, moving forward, we will be able to effectively plan for the future ― using the newly attained
information to help balance priorities, set new objectives, prepare the next budget and improve services. Overall,
the strengths, challenges and opportunities represented in this report provide a more accurate assessment and
perspective of our community. Though there is some room to improve, the survey demonstrates that the City is
headed in the right direction, has the trust of the community and ‘does many things well’ ― typically “similar to” or
“above the” norm!

February 2008
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COMMUNITY LIFE
The Community Satisfaction Survey contained many questions related to the life of residents in the community. Survey
participants were asked to rate their overall quality of life, as well as other aspects of quality of life in Mountlake
Terrace. They also evaluated characteristics of the community, and gave their perceptions of safety in the City of
Mountlake Terrace. The questionnaire assessed use of the amenities of the community and involvement by
respondents in the civic and economic life of Mountlake Terrace.
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All of the responses of residents who had an opinion about the overall quality of life in Mountlake Terrace are shown
below:

Quality of Life Ratings

Similar to the
norm

Below the norm

Below the norm

Below the norm

Below the norm

Below the norm
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All of the responses of residents who had an opinion about the general characteristics and opportunities of the
community of Mountlake Terrace are shown below:
Characteristics of the Community: General and Opportunities Ratings
Similar to the
norm
Below the norm

Below the norm

Below the norm
Below the norm
Below the norm

Below the norm
Below the norm

Below the norm

February 2008

11

[COMMUNITY
COMMUNITY SATISFACTI
SATISFACTION SURVEY: EXECUTIVE SUMMARY]

C
Chha
arra
ac
ctte
erriissttiic
css o
off tthhe
eC
Co
om
mm
muunniittyy:: A
Ac
cc
ce
essss
All of the responses of residents who had an opinion on access to quality housing, child care and health care in
Mountlake Terrace are shown below:
Characteristics of the Community: Access Ratings

Similar to the
norm

Similar to the
norm

Below the norm
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All of the responses of residents who had an opinion on mobility within Mountlake Terrace are shown below:
Characteristics of the Community: Mobility Ratings

Above the
norm

Above the
norm

Similar to the
norm

Similar to the
norm
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LOCAL GOVERNMENT
Several aspects of the government of the City of Mountlake Terrace were evaluated by residents
residen completing the
Community Satisfaction Survey. They were asked how much trust they placed in their local government, and what they
felt about the services they receive from the City of Mountlake Terrace. Those who had any contact with a City of
Mountlake
ke Terrace employee in the past year gave their impressions of the
their most recent encounter.
ncounter.
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All of the responses of residents who had an opinion on the amount of trust they placed in the City of Mountlake
Terrace are shown below:
Public Trust Ratings

Above the
norm

Above the
norm

Above the
norm

Above the
norm
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All of the responses of residents who had an opinion on the overall quality of services provided by the various levels of
government (local, state, federal) are shown below:
Overall Quality of Services Provided by Various Levels of Government

Similar to the
norm

Similar to the
norm

Below the norm
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All of the responses of residents who had an opinion on the quality of public safety services in the City of Mountlake
Terrace are shown below:
Quality of Public SSafety Services Ratings

Similar to the
norm

Similar to the
norm

Above the
norm

Below the norm

Similar to the
norm
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All of the responses of residents who had an opinion on the quality of transportation services in the City of Mountlake
Terrace are shown below:
Quality of Transportation Services Rating

Above the norm

Above the norm

Above the norm

Similar to the
norm
Above the norm

Similar to the
norm
Below the norm

Above the norm
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All of the responses of residents who had an opinion on the quality of leisure services in the City of Mountlake Terrace
are shown below:
Quality of LLeisure Services Ratings
Above the
norm
Similar to the
norm
Similar to the
norm
Similar to the
norm
Below the norm

Similar to the
norm
Above the
norm
Below the norm

Below the norm

Above the
norm
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All of the responses of residents who had an opinion on the quality of utility services in the City of Mountlake Terrace
are shown below:
Quality of Utility Services Ratings

Above the
norm

Above the
norm

Similar to the
norm

Above the
norm

Above the
norm

Above the
norm
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All of the responses of residents who had an opinion on the quality of the planning and/or code enforcement services in
the City of Mountlake Terrace are shown below:
Quality of Planning and Code Enforcement Services Ratings

Below the norm

Similar to the
norm

Below the norm

Below the norm
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All of the responses of residents who had an opinion on the quality of services to special populations and other services
in the City of Mountlake Terrace are shown below:
Quality of Services
ervices to Special Populations and Other Services Ratings

Similar to the
norm

Similar to the
norm

Similar to the
norm

Below the norm
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All of the responses of residents who had an opinion on their impression of the City of Mountlake Terrace employees in
their most recent contact are shown below:
Contact with the City of Mountlake Terrace Employees Ratings

Above the
norm

Above the
norm

Above the
norm

Above the
norm
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POLICY QUESTIONS
As part of the survey, participants were asked three (3) policy questions that were specific and tailored towards the
community driven vision and direction. These policy questions were developed around the issues of building and
funding a new civic center and economic development. Respondents were asked if they supported
support building some type
of Civic facility and how likely/unlikely they would be wil
willing
ing to pay for it. They also evaluated the City’s economic
development characteristics. The questions and responses of the residents are outlined below.
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All of the responses of residents who had an opinion on Policy Question #1 are shown below:
Question - The City is considering building a new Civic Center that would include a City Hall and which may also include a
Community/Senior Center and/or a Police Station. Please indicate the degree to which you support or oppose each of the
following options:
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All of the responses of residents who had an opinion on Policy Question #2 are shown below:
Question - How likely or unlikely are you to vote for a bond to pay for the new Civic Center Facility for each of the following
options?
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All of the responses of residents who had an opinion on Policy Question #3 are shown below:
Question - Economic Development refers to the process of improving the quality of life for a community by
creating and/or retaining jobs, services and supporting or growing incomes and the tax base. How important,
if at all, are each of the following areas for the City's economic development efforts?
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