
Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

4258 COMPLETED 2014-12-18 09:33:27 2014-12-18 09:40:00 Deleted for Privacy 1418924007 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4257 COMPLETED 2014-12-18 10:16:33 2014-12-18 10:19:24 Deleted for Privacy 1418926597 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4256 COMPLETED 2014-12-15 15:38:33 2014-12-15 15:43:42 Deleted for Privacy 1418686716 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4255 COMPLETED 2014-12-16 04:22:14 2014-12-16 04:25:15 Deleted for Privacy 1418732539 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4254 COMPLETED 2014-12-17 10:47:07 2014-12-17 10:50:41 Deleted for Privacy 1418842028 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4253 COMPLETED 2014-12-15 14:39:13 2014-12-15 14:45:09 Deleted for Privacy 1418683154 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4251 COMPLETED 2014-12-16 11:59:21 2014-12-16 12:03:09 Deleted for Privacy 1418759962 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4250 COMPLETED 2014-12-15 18:06:01 2014-12-15 18:13:58 Deleted for Privacy 1418695563 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4248 COMPLETED 2014-12-15 17:07:25 2014-12-18 10:47:50 Deleted for Privacy 1418692047 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4244 COMPLETED 2014-12-16 17:23:22 2014-12-16 17:37:13 Deleted for Privacy 1418779408 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4242 COMPLETED 2014-12-16 06:08:16 2014-12-16 06:14:19 Deleted for Privacy 1418738898 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4229 COMPLETED 2014-12-15 15:17:14 2014-12-15 15:31:41 Deleted for Privacy 1418685435 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4227 COMPLETED 2014-12-22 14:58:08 2014-12-22 15:02:24 Deleted for Privacy 1419289093 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4226 COMPLETED 2014-12-15 14:05:18 2014-12-15 14:10:40 Deleted for Privacy 1418681122 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4225 COMPLETED 2014-12-15 14:05:23 2014-12-15 14:08:54 Deleted for Privacy 1418681124 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4224 COMPLETED 2014-12-22 11:54:05 2014-12-22 11:57:56 Deleted for Privacy 1419278046 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4218 COMPLETED 2014-12-15 14:51:33 2014-12-15 14:57:26 Deleted for Privacy 1418683896 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4215 COMPLETED 2014-12-15 15:41:56 2014-12-15 15:45:23 Deleted for Privacy 1418686921 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4213 COMPLETED 2014-12-15 15:08:50 2014-12-15 15:15:14 Deleted for Privacy 1418684933 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4209 COMPLETED 2014-12-15 14:22:14 2014-12-15 14:32:53 Deleted for Privacy 1418682137 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4207 COMPLETED 2014-12-19 10:49:27 2014-12-19 10:54:52 Deleted for Privacy 1419014968 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

City Of San Diego Service Request Survey
Generated: Wednesday, 24th of December 2014, 12:13:16 PM

Selected date range: All dates



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy vegetation blocking the sidewalk 10/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking a traffic sign or signal 10/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/24/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 11/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 11/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 11/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 9/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 11/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy vegetation blocking the sidewalk 9/8/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 11/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 11/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy the sidewalk cost share program 9/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of objects from a storm drain 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/13/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A smartphone app or social media account to submit all City of San Diego 

service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

No



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Neutral (3) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Agree (4) Agree (4)

An internet search Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

An internet search Agree (4) Disagree (2) Disagree (2)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Disagree (1) Strongly Disagree (1)

An internet search Agree (4) Neutral (3) Neutral (3)

An internet search Strongly Agree (5) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Neutral (3) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Agree (4) Disagree (2) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5) Agree (4) Neutral (3)

Agree (4) Neutral (3) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Disagree (2)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Disagree (2) Strongly Agree (5) Agree (4) Strongly Agree (5)

Disagree (2) Neutral (3) Strongly Disagree (1) Neutral (3) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Agree (4)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Disagree (2) Agree (4) Neutral (3)

Strongly Disagree (1) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Disagree (2) Disagree (2)

Agree (4) Agree (4) Agree (4)

Disagree (2) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4)

Neutral (3) Agree (4) Neutral (3)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Neutral (3)

Neutral (3) Agree (4) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Don't recall

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

About once a year Strongly Disagree (1) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a month Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

About once a year Strongly Agree (5) Agree (4)

About once a month Agree (4) Agree (4)

About once a month Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a week or more Neutral (3) Strongly Agree (5)

About once a year Agree (4) Disagree (2)

About once a year Agree (4) Disagree (2)

About once a year Agree (4) Neutral (3)

About once a year Agree (4) Agree (4)

About once a year Strongly Agree (5) Agree (4)

About once a week or more Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Disagree (1) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Disagree (2)

About once a month Strongly Agree (5) Strongly Disagree (1)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4)

Agree (4)

Agree (4)

Strongly Agree (5)

Agree (4)

Agree (4)

Disagree (2)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

This text box should be optional. 393

no 167

I an satisfied.  Dangerous pothole was repaired in a timely manner. 305

No 176

Maneuvering on your website tho locate the broken streetlamp was difficult. 213

No 355

It is great to have the web site, I just wish the City would do more inspections themselves 227

I have been doing this for as long as the web site has been up.

First part of survey I might have clicked strongly disagree and did not read it close. I bicycle and find water leaks, lamps out and street repairs.

All fixed in timely manner ...

It is America's Finest City  

Have reported water leaks in alleys on Sunday with rapid response on that Sunday.

474

236423

Refinements can be made to the reporting system. A character limit of 500 words similar to the limit Caltrans uses would help with the geographic description of the issue. Also, the city could benefit from a standardized system of  street light pole numbering. Having distinctive numbers on each street light could 

help the city and work crews zero in on a light. It could also, potentially,  aid work crews further by providing the basis for a check off list if the city were to re-lamp to a different light source or simply replace the bulbs.
824

Two years ago the Lighting Department did nothing regarding my requests. Now, there has been a markedly improved attitude. They fix street lights quickly. I greatly appreciate it. 361

My current service request has not been fulfilled yet, it has been 3 months. Therefore, I would suggest a quicker turnaround time.

My previous service request was fulfilled in a timely manner and the guys were great, however nobody ever came back to remove the stump. A time frame estimate via email would be helpful during the "In process" phase. I am desperate for completion, before the tree creates more problems. Also, It would be a 

good idea to call in advance before executing the service request so that I can try to make sure cars are moved. Thank you for your time. Notification # 500000114926

865

My service request was not fully resolved. 250

i tried to report a very narrow street in my neighborhood that includes commercial traffic....that at lease one side should be painted RED for no parking

I was given the run around about who to contact.

help...please...who do i contact?

[name removed for privacy]

317

no 209

nothing else to add. 230

Overall, St. Division has been very responsive to my requests. 349

No 201

I believe the job was over staffed as there were several trucks and a number of workers on the job and it took 3 days to perform.  very satisfied with results. 381

I would like to suggest for the city to follow up on what was done to resolve the problem that was reported and preventive measures for the future. 636

It has been two months and the Streets Department has still not responded to and fixed the potholes.  The department needs an overhaul as to their performance.  Simply it is an "F".  They are slow to respond if at all.  If/when they do respond, they don't repair all they could as they never look around and repair 

other items.

They need a quality control person, more staff to get out and repair the problems, and followup to see if they have responded to the request.  They have a lot of problems in this department evidently, because they really do a very poor job.

I am sorry to have to say this, but it is the facts.  If they were a private company they would be out of business.

324



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

6 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

13 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

14 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

QCHECKS) Quality Checks



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

4206 COMPLETED 2014-12-15 13:58:31 2014-12-15 14:05:14 Deleted for Privacy 1418680718 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4205 COMPLETED 2014-12-15 15:12:03 2014-12-15 15:19:49 Deleted for Privacy 1418685127 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4199 COMPLETED 2014-12-15 16:57:57 2014-12-15 17:02:07 Deleted for Privacy 1418691479 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4196 COMPLETED 2014-12-15 13:56:17 2014-12-15 14:29:00 Deleted for Privacy 1418680579 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4195 COMPLETED 2014-12-15 13:56:30 2014-12-15 14:05:51 Deleted for Privacy 1418680592 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4192 COMPLETED 2014-12-23 10:00:33 2014-12-23 10:06:05 Deleted for Privacy 1419357634 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4191 COMPLETED 2014-12-18 10:15:24 2014-12-22 09:50:22 Deleted for Privacy 1418926527 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4190 COMPLETED 2014-12-18 20:56:33 2014-12-18 21:05:16 Deleted for Privacy 1418964994 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4183 COMPLETED 2014-12-15 17:41:25 2014-12-15 17:45:38 Deleted for Privacy 1418694087 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4182 COMPLETED 2014-12-16 06:30:17 2014-12-16 06:33:34 Deleted for Privacy 1418740218 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4181 COMPLETED 2014-12-23 16:43:06 2014-12-23 16:56:21 Deleted for Privacy 1419381788 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4179 COMPLETED 2014-12-20 06:37:37 2014-12-20 06:44:06 Deleted for Privacy 1419086259 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4176 COMPLETED 2014-12-17 18:06:30 2014-12-17 18:09:25 Deleted for Privacy 1418868391 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4174 COMPLETED 2014-12-22 14:30:35 2014-12-22 17:08:57 Deleted for Privacy 1419287438 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4173 COMPLETED 2014-12-15 16:32:16 2014-12-15 16:35:50 Deleted for Privacy 1418689938 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4172 COMPLETED 2014-12-16 12:38:58 2014-12-16 12:55:57 Deleted for Privacy 1418762339 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4171 COMPLETED 2014-12-18 11:05:01 2014-12-18 11:23:14 Deleted for Privacy 1418929504 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4170 COMPLETED 2014-12-16 20:14:21 2014-12-16 20:16:49 Deleted for Privacy 1418789662 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4167 COMPLETED 2014-12-15 15:41:13 2014-12-15 15:45:02 Deleted for Privacy 1418686874 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4164 COMPLETED 2014-12-15 17:26:21 2014-12-15 17:32:56 Deleted for Privacy 1418693183 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4163 COMPLETED 2014-12-22 10:56:17 2014-12-22 11:00:48 Deleted for Privacy 1419274578 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4162 COMPLETED 2014-12-16 07:34:22 2014-12-16 07:36:33 Deleted for Privacy 1418744063 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4159 COMPLETED 2014-12-18 10:29:14 2014-12-18 10:31:37 Deleted for Privacy 1418927356 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4158 COMPLETED 2014-12-21 09:04:17 2014-12-21 09:09:44 Deleted for Privacy 1419181461 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4155 COMPLETED 2014-12-18 09:24:33 2014-12-18 09:28:45 Deleted for Privacy 1418923474 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4154 COMPLETED 2014-12-20 12:14:50 2014-12-20 12:23:47 Deleted for Privacy 1419106491 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4148 COMPLETED 2014-12-16 10:09:28 2014-12-16 10:15:19 Deleted for Privacy 1418753370 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking a traffic sign or signal 9/27/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/21/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy storm drain maintenance 11/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 11/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a street light that was on during the day 10/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy curb painting 11/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/24/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 9/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 10/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 11/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy street sweeping 11/4/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Neutral (3) Neutral (3)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Disagree (2) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Neutral (3) Neutral (3) Agree (4) Neutral (3)

Neutral (3) Strongly Disagree (1) Disagree (2) Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Agree (4) Strongly Disagree (1) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

Phone service was great.

The problem is the person you sent to fix the sidewalk with tar, a quick fix, tarred over our drainage hole, and my store flooded in the last 2 rains. Insurance will have to pay 10 to 15K to fix because of this.  The insurance company may come after the city, it is up to them.  But, geezzzzz, why tar over a drainage 

hole.  That is really stupid.

The whole process is a joke.  The city address problems in La Jolla and Mission Hills.  Trees have not been addressed in my neighborhood for 25 YEARS.  The city tells me to deal with it.  The trees are so huge they hang over my house and drop acorns on my car and lawn killing the grass and tearing up my lawn 

mower.  Normal Street from University to  Washington has some of the dirties unkempt trees in the city. The city boosts about the Farmers market on Normal and I could be so much nicer if the RATS that have nested in the poorly kept trees are eliminated.  I think once every 5 years is not enough but 25 

years...come on. 



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Agree (4) Agree (4) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Strongly Agree (5) Agree (4)

An internet search Strongly Agree (5) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Disagree (2) Disagree (2)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Disagree (1) Disagree (2) Strongly Disagree (1)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Neutral (3) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Agree (4) Agree (4)

I found the correct webpage some other way Neutral (3) Disagree (2) Neutral (3)

An internet search Neutral (3) Agree (4) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Neutral (3) Neutral (3) Strongly Disagree (1) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4) Disagree (2)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Disagree (2) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Neutral (3) Agree (4) Neutral (3) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Agree (4) Agree (4) Agree (4) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Disagree (2)

Agree (4) Neutral (3) Agree (4) Disagree (2) Disagree (2)

Agree (4) Agree (4) Strongly Agree (5) Neutral (3) Strongly Disagree (1)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Agree (4) Agree (4)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Agree (4)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Better trained customer service representatives to direct me where to submit different types of service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a month Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

About once a month Agree (4) Agree (4)

About once a week or more Agree (4) Agree (4)

About once a week or more Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a year Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a month Neutral (3) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Agree (4)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Disagree (1)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a month Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a week or more Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

About once a year Neutral (3) Neutral (3)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Neutral (3)

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)

Agree (4)

Neutral (3)

Strongly Agree (5)

Disagree (2)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Agree (4)

Agree (4)

Neutral (3)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

395

the pot hole i reported has never been fixed 462

No 247

I have been reporting issues via the city website for a long time.  two things I'd like changed:  1.  eliminate or expand the comment field when reporting a problem.  Sometimes a road is too long for a block to identify where the problem is (like Black Mountain drive through miramar).  Second.. as a cyclist, I continue 

to report water seeping up from under the road.  I continue to have these reports sent back to me; the reporter to contact the water department...  I believe once I submit the claim I believe the sd city website should route to the water department... not bounce back to me, the user to send my request a second 

time to a different dept of the city of San Diego.  Thank you for asking for ways to better serve San Diego's population.  -[name and email address removed for privacy]

1960

558

The pothole and graffiti removal notifications/corrections are excellent. Street light outages are either corrected immediately or sometimes can take months, which can be frustrating especially when whole neighborhoods have all the street lights out. I appreciate having an extremely website to report these issues. 331

I can't really tell what was worked on, or if my whole request was honored. Perhaps a before/after photo to accompany what was done? 344095

Service request was closed out with any resolution or explanation as to why it was not resolved. 522

A smartphone app would be useless, but a twitter account would be useful. 250

I report traffic light issues most often and the issues get resolved. 196

University ave. does not register on your website, your website does not work on my smart phone Samsung s4 & you don't remove graffiti at all. 793

no 387

very fast efficient well done 173

I reported a traffic light that was programmed incorrectly.  A representative from the City called right away to tell me that the issue is with the Piazza Carmel Shopping Mall (the light was at an intersection of a city street and the entrance to the mall). I feel that since this was a light on a city street that it is the city's 

responsibility to fix.  I am very dissatisfied with this response
9499

Nope 212

A Traffic signal in my area requires service and has been ignored even after several reports throughout the year of 2014. When escalated, the Supervisor never called me back. It may seem minor to these folks, but it wastes the time of "thousands" of drivers that use that intersection daily. It should be prioritized. 

Here's a brief history -My online requests were ignored ... Phone requests were taken multiple times (3 or 4). When I asked for my details to be repeated, they repeated it incorrectly almost every time. Called and left a message for the supervisor who never called me back. -This is part of the reason for the downfall 

of the San Diego infrastructure.--By the way, my property tax bill remains high every year. I'm not getting my money's worth.

1018

No nothing 1090

nothing. 147

I was surprised that the work was done within a week of my request.  I am curious, however, if there were previously submitted requests on the issue I reported or if my request was the first request for this particular problem. 228

I made two requests, so I'm not sure which one this survey refers to. For one, I got an email that it was done, and it wasn't - there was no repair. For the other, it was a ridge in the street, and they only fixed half of it (the half in the center of the street, so when I ride my bike closer to the parked cars, I still have to 

bounce over the ridge. The whole point was fixing it for my bike. Why go out and do a poor job, why not just do it right?). In the past, when I've made requests, repairs have been good, but this was not fully fixed and I was very unhappy. It would be nice for the city to provide a follow-up saying we've fixed it, did 

we do a good job? And then you can say yes or no. Also, the spaces on the form where you type in what the problem is and its location (as I am doing now) are too small and often I can't get a good description in. An app would be cool, where you can stand there with your phone and drop a pin to locate the 

problem exactly.

392

no 270

None. 130

no 141

I am very impressed by the rapid responses to my requests.  I have put in about 40 requests in the last several months and, from what I can tell, thy seem to be addressed in less than two weeks.  

I like a government agency that is so responsive and prompt.  Great work!

322

No maintenance has occurred to the area reported to the City. 251

cannot get back to review answers 536

This was the 5th time in 9 months the street was not swept.  The individuals answered the phone were inept or rude, HOWEVER -- [name removed for privacy], the supervisor, was the key.  He got it done.

I don't typically call the City, but I did call several times in 2014 due to the oversights.   Thank you.

349



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

32 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

8 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

3 min Passed all programmed checks Completed

16 min Passed all programmed checks Completed

18 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

4145 COMPLETED 2014-12-15 15:56:28 2014-12-15 16:02:17 Deleted for Privacy 1418687791 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4144 COMPLETED 2014-12-15 17:54:03 2014-12-15 18:00:32 Deleted for Privacy 1418694844 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4137 COMPLETED 2014-12-15 17:00:52 2014-12-15 17:05:34 Deleted for Privacy 1418691656 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4135 COMPLETED 2014-12-15 14:12:28 2014-12-15 14:19:54 Deleted for Privacy 1418681549 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4134 COMPLETED 2014-12-15 14:10:37 2014-12-15 14:14:08 Deleted for Privacy 1418681439 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4133 COMPLETED 2014-12-22 10:48:07 2014-12-22 10:52:03 Deleted for Privacy 1419274089 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4131 COMPLETED 2014-12-18 15:11:28 2014-12-18 15:27:34 Deleted for Privacy 1418944290 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4130 COMPLETED 2014-12-15 14:00:43 2014-12-15 14:10:14 Deleted for Privacy 1418680845 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4126 COMPLETED 2014-12-15 16:39:08 2014-12-15 16:43:16 Deleted for Privacy 1418690350 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4124 COMPLETED 2014-12-15 14:22:44 2014-12-15 14:26:22 Deleted for Privacy 1418682175 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4119 COMPLETED 2014-12-15 14:04:15 2014-12-15 14:08:15 Deleted for Privacy 1418681057 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4116 COMPLETED 2014-12-15 16:55:44 2014-12-15 17:03:12 Deleted for Privacy 1418691345 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4115 COMPLETED 2014-12-18 10:40:28 2014-12-18 10:47:37 Deleted for Privacy 1418928030 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4114 COMPLETED 2014-12-20 07:56:11 2014-12-20 07:59:36 Deleted for Privacy 1419090972 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4109 COMPLETED 2014-12-17 14:54:01 2014-12-17 21:41:15 Deleted for Privacy 1418856843 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4104 COMPLETED 2014-12-15 13:58:20 2014-12-15 14:02:19 Deleted for Privacy 1418680702 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4102 COMPLETED 2014-12-18 16:59:10 2014-12-18 17:02:41 Deleted for Privacy 1418950751 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4101 COMPLETED 2014-12-22 10:08:38 2014-12-22 10:13:54 Deleted for Privacy 1419271719 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4097 COMPLETED 2014-12-18 14:07:01 2014-12-18 14:18:40 Deleted for Privacy 1418940423 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4095 COMPLETED 2014-12-15 15:41:39 2014-12-15 15:49:29 Deleted for Privacy 1418686902 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4092 COMPLETED 2014-12-15 20:31:53 2014-12-15 21:02:53 Deleted for Privacy 1418704315 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4087 COMPLETED 2014-12-18 10:51:59 2014-12-18 10:54:21 Deleted for Privacy 1418928741 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4085 COMPLETED 2014-12-15 19:18:31 2014-12-15 19:28:45 Deleted for Privacy 1418699913 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4084 COMPLETED 2014-12-15 13:56:29 2014-12-18 13:28:29 Deleted for Privacy 1418680591 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4083 COMPLETED 2014-12-15 15:30:17 2014-12-15 15:54:31 Deleted for Privacy 1418686219 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4082 COMPLETED 2014-12-20 07:42:06 2014-12-20 07:54:14 Deleted for Privacy 1419090127 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4081 COMPLETED 2014-12-15 14:00:27 2014-12-15 14:08:15 Deleted for Privacy 1418680829 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4078 COMPLETED 2014-12-15 17:49:11 2014-12-15 17:54:36 Deleted for Privacy 1418694553 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4071 COMPLETED 2014-12-22 14:02:32 2014-12-22 14:09:51 Deleted for Privacy 1419285754 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 9/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a clogged storm drain 11/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/24/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy the sidewalk cost share program 9/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 11/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy channel cleaning 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 11/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 11/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/15/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Strongly Disagree (1)

An internet search Disagree (2) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Neutral (3) Neutral (3)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Neutral (3) Neutral (3)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Neutral (3) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Neutral (3) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Neutral (3) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Disagree (2) Disagree (2) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Agree (4)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Neutral (3) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Neutral (3) Disagree (2) Disagree (2) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Agree (4) Neutral (3) Agree (4) Neutral (3) Neutral (3)

Strongly Disagree (1) Neutral (3) Neutral (3) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3) Disagree (2) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4) Agree (4) Neutral (3)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Agree (4) Agree (4) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Disagree (2) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Agree (4) Strongly Agree (5) Strongly Disagree (1)

Agree (4) Agree (4) Agree (4) Neutral (3) Disagree (2)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Neutral (3)

Disagree (2) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1)

Disagree (2) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Neutral (3)

Strongly Disagree (1) Agree (4) Strongly Disagree (1)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Better trained customer service representatives to direct me where to submit different types of service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Better trained customer service representatives to direct me where to submit different types of service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. Yes No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. Yes Yes Agree (4)

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Disagree (2)

About once a year Agree (4) Agree (4)

About once a year Agree (4) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

About once a month Strongly Agree (5) Agree (4)

About once a month Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Disagree (1)

About once a year Strongly Agree (5) Agree (4)

About once a month Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a week or more Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a year Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Agree (4)

About once a year Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

About once a month Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a month Agree (4) Strongly Agree (5)

About once a month Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Neutral (3)

Agree (4)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Disagree (2)

Agree (4)

Strongly Agree (5)

Agree (4)

Neutral (3)

Agree (4)

Neutral (3)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

Map used to identify trouble spots needs to be easier to use, more user friendly. 346

I would still like permission to have the Carrotwood tree that is causing the problem removed.  I am willing to pay to have this done.  387

No 278

I noticed a minimum of 6 street lights out on one main street in my community.  Apparently it's up to the public to notify the city of outages.  It took over 2 months to get them fixed.  The map online is horrible and very cumbersome to use when reporting more than 1 outage.  I finally called someone at the city 

who couldn't get on the website to use the map.  She wrote down all the lights but nothing was ever done.  It took a phone call to Mr. Kersey's office to get the problem fixed.  It was done within 2 days!
445

My request was responded to, within 48 hours.  Outstanding!  The mapping portion of the webpage was difficult to use.  It may have been my computer, but was still difficult. Thank you! 209

I have never had my requests for side walk repair addressed or repaired!!!!! very dangerous and people fall or trip on a daily basis 234

I'm completely satisfied with the manner in which the pothole was repaired. It was done very promptly and without any hassle on my part. Thank you for that.

I am, however, annoyed that when I broke my phone because or it, I have not gotten a reply of any kind on the matter. I would appreciate hearing from somebody about this so I can proceed with knowing how I need to go about replacing my phone.
964

Ostensibly traffic signal issues are to be reported by phone and not the website, but I've found it more reliable to report them via the website anyway.

I would really like a single-point of contact website; sometimes I've felt like I'm running around trying to find the right person who will get a problem addressed.

The survey didn't get into this level of detail, but I would also really like a way to view all service requests I've submitted to see their status and any public status notes.  Some times my requests have been closed despite the problem still being there.  I've had to call to find out what happened, such as it being 

referred to a third-party.  Other times the city really believed it was fixed and the request had to be reopened for further investigation.

568

I'm fine with the current system.
246

n 207

I have always found City workers to be very kind and courteous.  We all just wish the City had enough  money to fix everything, but all that money goes to the pension fund and health insurance.
237

The various service requests need to be centrailized. Exp - debris/litter removal is not a choice on the on-line option and City rep told be to called by phone to say "wasn't their department" call Envir Serivces. Central number/webpage to report issues would be most helpful and help prevent "siloing" of from various 

departments.
446

none at this time..over all it was beyond my expectations... 427

Rarely do I get timely feedback about the true repair of the issues reported.  The City is more concerned with closing the ticket than keeping it open as a log of work to be done. [phone number removed for privacy] 204

No. 24432

everything went very smoothly; I just wish the City had more money to make more extensive repairs instead of just patching up holes 236

Thanks for the great service! 210

I was not aware that reproting a service request was required in order to see a repair completed. I will likely report more issues know that I am aware. 314

Timely response. Thank you 697

I was informed that the item I reported was not the responsibility of the City of San Diego but belonged to the property owner to maintain.  The individual I spoke with informed me of this and she checked with her supervisor whom said that was the case.  So I just dropped the whole thing.
467

It takes a lot of time to do the maintenance request, it's been 2 months and we keep waiting. 1857

no 120

Job looks great but the cuts in the street were for a bigger area then what was repaired.  Wish the team would look at the area when doing one project to see what else is needed since the machinery and manpower are all right there.  There is a tree 30 feet away from mine doing the same problem to the sidewalk 

and entire new request need to be done for the obviouse to be done.  Then the street could be repaired all at once after the work is completed to be done with the area not to return later.
611

I merged my requests for road and sidewalk maintenance on my own because there wasn't an option to add both. Other than that, everything on your website was easy and clear. 257518

I only had the link because someone shared it in a neighborhood group. I didn't even know the services existed! 1451

I jog early in the morning when it's dark, so it's easy for me to identify which lights are out.  I have two things I've noticed about reporting light issues:

1. It is very easy to report maintenance needs in the right of way, so thanks very much!

2.  I will need to find out how to report maintenance needs in parks since there are a whole bunch of lights out in Liberty Station's park.

727

Using the map method was a little tricky to learn, but now that I know how to use it, it's not so bad.  But I can see how first time users might struggle with all the buttons you have to click to perform different functions on the map. 465

No 323

not at this time 436



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

5 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

16 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

30 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

24 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

4070 COMPLETED 2014-12-16 08:28:27 2014-12-16 08:39:37 Deleted for Privacy 1418747312 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4068 COMPLETED 2014-12-18 19:31:21 2014-12-18 19:35:51 Deleted for Privacy 1418959882 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4065 COMPLETED 2014-12-22 14:05:23 2014-12-22 14:08:22 Deleted for Privacy 1419285925 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4064 COMPLETED 2014-12-19 10:36:54 2014-12-19 10:41:11 Deleted for Privacy 1419014216 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4060 COMPLETED 2014-12-15 19:07:51 2014-12-15 19:14:23 Deleted for Privacy 1418699272 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4059 COMPLETED 2014-12-18 10:21:55 2014-12-18 10:26:53 Deleted for Privacy 1418926916 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4058 COMPLETED 2014-12-15 14:56:43 2014-12-15 15:02:48 Deleted for Privacy 1418684207 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4056 COMPLETED 2014-12-15 16:36:52 2014-12-15 16:43:22 Deleted for Privacy 1418690216 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4053 COMPLETED 2014-12-18 14:17:55 2014-12-18 14:20:44 Deleted for Privacy 1418941077 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4051 COMPLETED 2014-12-15 21:01:45 2014-12-15 21:05:24 Deleted for Privacy 1418706106 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4050 COMPLETED 2014-12-15 20:07:22 2014-12-15 20:15:50 Deleted for Privacy 1418702843 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4049 COMPLETED 2014-12-15 22:35:42 2014-12-15 22:40:16 Deleted for Privacy 1418711743 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4048 COMPLETED 2014-12-15 15:24:29 2014-12-15 15:30:10 Deleted for Privacy 1418685873 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4047 COMPLETED 2014-12-18 12:38:38 2014-12-18 12:43:22 Deleted for Privacy 1418935119 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4046 COMPLETED 2014-12-15 16:34:26 2014-12-15 16:41:05 Deleted for Privacy 1418690069 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4044 COMPLETED 2014-12-16 18:25:48 2014-12-16 18:31:05 Deleted for Privacy 1418783149 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4043 COMPLETED 2014-12-18 09:49:11 2014-12-18 09:52:20 Deleted for Privacy 1418924952 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4042 COMPLETED 2014-12-18 12:26:39 2014-12-18 12:33:34 Deleted for Privacy 1418934400 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4039 COMPLETED 2014-12-18 09:19:37 2014-12-18 09:33:10 Deleted for Privacy 1418923178 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4038 COMPLETED 2014-12-15 14:31:21 2014-12-15 14:40:34 Deleted for Privacy 1418682683 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4037 COMPLETED 2014-12-15 23:08:11 2014-12-15 23:11:59 Deleted for Privacy 1418713692 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4036 COMPLETED 2014-12-16 08:21:58 2014-12-16 08:27:38 Deleted for Privacy 1418746919 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4034 COMPLETED 2014-12-15 15:17:09 2014-12-15 15:21:13 Deleted for Privacy 1418685431 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4032 COMPLETED 2014-12-19 11:27:54 2014-12-19 11:39:00 Deleted for Privacy 1419017278 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4026 COMPLETED 2014-12-18 09:25:43 2014-12-18 09:35:50 Deleted for Privacy 1418923545 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4025 COMPLETED 2014-12-15 14:42:01 2014-12-15 14:47:27 Deleted for Privacy 1418683323 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4021 COMPLETED 2014-12-19 07:10:50 2014-12-19 07:13:41 Deleted for Privacy 1419001852 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4020 COMPLETED 2014-12-15 13:55:56 2014-12-15 14:05:21 Deleted for Privacy 1418680560 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy street sweeping 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/21/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of palm fronds 10/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of objects from a storm drain 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/27/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 11/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/24/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 11/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a damaged tree 11/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 11/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/13/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Neutral (3) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Strongly Agree (5) Agree (4)

I found the correct webpage some other way Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Disagree (2) Disagree (2)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Neutral (3) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Disagree (1) Disagree (2) Disagree (2)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

An internet search Agree (4) Agree (4) Agree (4)

An internet search Neutral (3) Neutral (3) Agree (4)

An internet search Agree (4) Agree (4) Neutral (3)

An internet search Agree (4) Agree (4) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Disagree (2) Disagree (2) Disagree (2) Agree (4) Neutral (3)

Agree (4) Agree (4) Disagree (2) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Neutral (3) Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5) Agree (4) Disagree (2)

Agree (4) Agree (4) Disagree (2) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Disagree (2) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Disagree (2)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Neutral (3) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Disagree (2) Disagree (2)

Agree (4) Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3) Neutral (3)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Agree (4) Neutral (3) Disagree (2) Agree (4) Neutral (3)

Agree (4) Agree (4) Disagree (2) Neutral (3) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Agree (4) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Disagree (2)

Disagree (2) Agree (4) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Disagree (2) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Strongly Agree (5) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Better trained customer service representatives to direct me where to submit different types of service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. Yes No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

Better trained customer service representatives to direct me where to submit different types of service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Neutral (3)

About once a month Strongly Agree (5) Neutral (3)

About once a year Agree (4) Strongly Agree (5)

About once a year Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Disagree (2)

About once a year Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Disagree (1) Strongly Agree (5)

About once a month Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a month Agree (4) Strongly Disagree (1)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

About once a year Agree (4) Neutral (3)

About once a year Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

About once a week or more Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Agree (4)

About once a year Agree (4) Agree (4)

About once a year Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

About once a month Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

About once a year Strongly Agree (5) Strongly Disagree (1)

About once a year Agree (4) Strongly Agree (5)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)

Agree (4)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Disagree (2)

Disagree (2)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

Paradise hills is very neglected, I wish the City of San Diego can work harder on keeping our streets clean. I also would like to see more of a community street. Like a paradise village, that can give our community more business. I see all the other city's like La mesa, Chula vista have a street that bring people 

together for parades or holidays celebration .I think Reo Dr. could be a good option for this.
665

there is always constant potholes on my street they are always in the same vicinity and if I don't report each pothole individually the works will only fill one pothole when they can clearly see there are multiple potholes on this street, seems like a waste of tax payers dollars 269

No 177

The process as it works now is fine, but adding a smart phone app would be very helpful. 255

No 391

Our whole street needs to be re-paved.  Can I put in a request for that.  Right around the corner they had the whole street done this year...how did they get that done? [email address removed for privacy] 297

No. 361

I have reported several small potholes.  They are great at filling them. I have reported one stretch of bike lane that is atrocious. They will never fix it because it takes more than 5 minutes to fix. 385

No thanks. 167

nothing 218

The map software on the pothole reporting webpage is very difficult to use. I gave up after not being able to get it to work and simply entered a text request. I think taking two weeks to fix a pothole is slow. I think 3 to 5 days would be more in line with a simple 10 minute repair job. 507

Fantastic job and very timely response. Additionally, the pot hole was fixed so well, I can no longer sense it when driving over it. Please keep up the excellent work. It's a shame our public works departments and employees go on as unsung heroes for their vital services to society. 273

No one comes out to clean up the graffiti. I have tried talking to city officials and cannot get any assistance, I had to clean up it myself. A city official [name removed for privacy] used to respond very timely but he was put in another position. Now , no one responds. I do have good luck with SDGE and Caltrans but 

the city is a no go.
336

The job was reported at completed when nothing was done.  A employee met me at the site to take pics and mark the area so another crew could fix the area 282

The trafic stop light was not working for about a month before I remembered to report it.  Once reported, it was fixed in the next day or two.  Sorry for not reporting sooner. 396

No. 316

Would be nice to have a regular maint schedule without having to request but I know this is probably not likely given the size and resources of the City. 188

The work was done quickly and my family and I really appreciate the service on the lights. My only issue, was the website and clicking the arrows to mark the light. There were multiple lights along the street, where it would have been convenient to click the ones with issues instead of one. 414

1. Request webpage uses old techknowledge, 2 street repairs are poor quality 

3 sometimes request need to be made several times, 

4 study private sector web sites to make the government one work better,

5 Using cold asphalt patch is really awful 

6 City street signage is poor quality

7 Supervise works spot check work 

8 we have good workers but the quality of work perform is cheap city leaders really should get in the weeds with city crews and stop grand standing on social issues/stadiums/  get back to taking care of our streets, roads like our other coastal community have been doing 

812

Service(s) performed and timeliness of the response to my service request was excellent.   I appreciate the follow-up survey as a strong commitment to improving service delivery. 551

no 227

No 339

I appreciate how quickly the sign was repaired after reporting it. 242

The pothole-filling request was made to another City employee, who had worked on the street restriping project in my area.  The potholes arose from the work crew's removal of the bots dots, but those holes have not yet been filled.  The crew that came out to do that job did not understand the request (I guess), 

and filled only regular potholes.  But they did show up within only a few days of the request submission.  On the other hand, when we report graffiti, it can take MANY MANY requests before someone finally comes out to obliterate it, and in the meantime, they say they have done the job.
662

I answered disagree with the work performed due to heavy rains - the potholes have appeared again. 

Additionally, I don't think a social media page would be helpful but I do think an app would be. There is not a distinction between the two made in this survey question. 

Also - a back button on this survey to revise answers would be helpful. I am taking this on my smart phone and did not see the "not applicable" line until half way through. An answer I checked based on my crew repair should have been not applicable as opposed to nuetral. 

605

The worker said that there would be a follow up and the side walk would be patched or fixed with concrete in the future.  Since it has been several months, I wonder if this is true or not.  The black, asphalt patch is not becoming and I sure would not be done in a more affluent neighborhood. I hope additional work 

is forthcoming.
323

The issue was never corrected or even addressed to my knowledge. 168

No. 560



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

11 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

4017 COMPLETED 2014-12-15 18:13:28 2014-12-15 18:19:40 Deleted for Privacy 1418696014 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4013 COMPLETED 2014-12-15 13:54:37 2014-12-15 13:58:54 Deleted for Privacy 1418680478 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4011 COMPLETED 2014-12-15 14:52:27 2014-12-15 15:12:13 Deleted for Privacy 1418683949 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4008 COMPLETED 2014-12-18 12:38:52 2014-12-18 12:47:24 Deleted for Privacy 1418935135 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4003 COMPLETED 2014-12-23 14:00:51 2014-12-23 14:09:51 Deleted for Privacy 1419372054 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4002 COMPLETED 2014-12-15 22:02:59 2014-12-15 22:08:50 Deleted for Privacy 1418709782 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

4001 COMPLETED 2014-12-16 15:12:42 2014-12-16 15:26:39 Deleted for Privacy 1418771565 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3999 COMPLETED 2014-12-16 20:35:00 2014-12-17 21:41:49 Deleted for Privacy 1418790903 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3997 COMPLETED 2014-12-18 10:52:27 2014-12-18 10:54:44 Deleted for Privacy 1418928748 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3995 COMPLETED 2014-12-16 13:56:26 2014-12-16 14:00:34 Deleted for Privacy 1418766989 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3994 COMPLETED 2014-12-15 13:59:09 2014-12-15 14:03:57 Deleted for Privacy 1418680752 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3991 COMPLETED 2014-12-16 05:23:20 2014-12-16 05:26:39 Deleted for Privacy 1418736201 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3990 COMPLETED 2014-12-18 09:26:45 2014-12-18 09:30:31 Deleted for Privacy 1418923607 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3989 COMPLETED 2014-12-15 15:31:06 2014-12-15 15:37:30 Deleted for Privacy 1418686269 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3985 COMPLETED 2014-12-22 10:50:17 2014-12-22 10:52:50 Deleted for Privacy 1419274220 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3984 COMPLETED 2014-12-15 17:34:42 2014-12-15 17:42:07 Deleted for Privacy 1418693683 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3981 COMPLETED 2014-12-18 13:18:37 2014-12-18 13:24:48 Deleted for Privacy 1418937519 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3980 COMPLETED 2014-12-23 10:11:58 2014-12-23 10:21:55 Deleted for Privacy 1419358319 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3978 COMPLETED 2014-12-15 16:12:06 2014-12-15 16:19:22 Deleted for Privacy 1418688729 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3977 COMPLETED 2014-12-15 18:22:37 2014-12-15 18:27:50 Deleted for Privacy 1418696561 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3974 COMPLETED 2014-12-15 14:00:07 2014-12-15 14:08:49 Deleted for Privacy 1418680811 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3972 COMPLETED 2014-12-15 19:53:30 2014-12-15 19:57:58 Deleted for Privacy 1418702013 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3970 COMPLETED 2014-12-18 15:41:26 2014-12-18 15:48:59 Deleted for Privacy 1418946090 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3964 COMPLETED 2014-12-16 09:41:33 2014-12-16 09:48:16 Deleted for Privacy 1418751693 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3963 COMPLETED 2014-12-15 16:18:08 2014-12-15 16:24:54 Deleted for Privacy 1418689092 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of palm fronds 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 9/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 9/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy street resurfacing 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 11/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 11/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/8/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 11/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy the sidewalk cost share program 10/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 10/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal storm water discharge 10/31/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

The phone book Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Agree (4) Agree (4)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Neutral (3) Neutral (3) Neutral (3) Neutral (3)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a year



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Disagree (2) Strongly Agree (5) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

Yes, they need to follow up on their external contracted company to de-root the tree they removed in front on 4054 Mt Barnard Ave, SD, 92111.  Not done the last time I was there. The stump is an eye-sore. Thanks for asking, [names removed for privacy]



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Neutral (3) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Strongly Agree (5)

I found the correct webpage some other way Disagree (2) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Agree (4) Neutral (3)

An internet search Agree (4) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Agree (4)

An internet search Disagree (2) Disagree (2) Disagree (2)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Neutral (3) Agree (4) Strongly Agree (5)

I found the correct webpage some other way Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Agree (4)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Disagree (1) Disagree (2) Disagree (2)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Neutral (3) Strongly Agree (5) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Strongly Agree (5) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Disagree (2)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Agree (4) Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Agree (4) Agree (4) Strongly Agree (5) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Disagree (2) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Agree (4) Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Disagree (2)

Neutral (3) Disagree (2) Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Agree (4) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Strongly Agree (5) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Disagree (2)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Agree (4) Agree (4)

Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes Yes Agree (4)

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Better trained customer service representatives to direct me where to submit different types of service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Strongly Disagree (1)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a year Agree (4) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Neutral (3)

About once a year Strongly Agree (5) Agree (4)

About once a year Strongly Agree (5) Agree (4)

About once a year Agree (4) Disagree (2)

About once a year Agree (4) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a month Agree (4) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Disagree (2)

About once a year Agree (4) Disagree (2)

About once a year Agree (4) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Disagree (1)

About once a month Neutral (3) Strongly Agree (5)

About once a year Agree (4) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a month Agree (4) Strongly Agree (5)

About once a month Strongly Agree (5) Disagree (2)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Strongly Agree (5)

Disagree (2)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Disagree (2)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Neutral (3)

Disagree (2)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

This service request (from 9/2/14) has not yet been completed. You need a section on your survey to address this kind of thing (e.g., Has this request been completed?). In fact I have reported this particular issue TWICE--the first time almost a YEAR ago, and you clowns still haven't done anything about it. 366

I probably report more than one a year but there wasn't that choice on the survey. 256

The time it took to complete the task was excessive. 1182

The City employees (2) came out within days of my request.  The work still has not been done, I was told they'd return to remove tree when they had time, it wasn't considered a immediate issue at that time.
509

537

The Service Request was handled fairly quickly and solved the problem.  Thank You. 348

I placed more that one request in Sept. so my responses depend on which requests:

1.  With regards to pot holes the city does a great job on these service requests.

2.  With regards to foliage overgrowing into bike lanes the city did a great job.

3.  With regards to debris/maintenance along Ulrich street bike lane-the request was "closed" but I never saw evidence that the bike lanes were improved or cleaned.

4.  With regards to the Friars road to Ulrich street Left turn lane not changing for bikes-I was not directed by phone to anyone that could correct the problem.  There is no safe way for a biker to get from Friars road east to the North travel lane of Ulrich street-no crosswalk or left turn light that changes when a bike 

is the only one in the turn lane.  This hasn't been addressed.  I was told someone at Cal Trans would check into this.  The request was closed but nothing changed.  

Hope this helps with your assessment of the requests.  Overall I like the system.  I'm not convinced the city is caring for the bike lanes well enough to keep bike commuters safe.  

833

No. 90406

No 136

nothing

this survey is probably a total waste of money.
244

the only bad part about this experience was that it took a few weeks from the time I submitted my request to the repair actually taking place. 284

nothing 198

The amount and type of information presented in status updates is insufficient.  "Completed" means nothing. Was work necessary? Is a different crew required? Was nothing found wrong? 223

NOTHING WAS DONE! I rec'd e-mail saying request was completed but I have to walk over heaved, broken sidewalk everyday. Same asphalt patch is in place as forever. I can't tell that anything was touched. I have been very pleased in past. Is this a mistake? Tree roots still pushing sidewalk up. 381

no 150

Pothole repairs are usually temporay. Feedback letting me know when the full permanent replacement is planned would be great. The potholes get fixed over and over in the same place because of a weakness in the sub-base. 443

not at this time. 369

I wasn't actually reporting a broken traffic signal, in fact what I was trying to report was a signal for which the timing of the traffic lights was so clearly messed up, and causing needless traffic backups.  There used to be a web page where you could report exactly this type of scenario, either that or I have selective 

memory disorder.  However I was unable3 to find such a web page anywhere on the City's web site despite searching for like 15 minutes on Google, which was pretty much a waste of time.  I have to drive a lot for my job, all over the City, and I very frequently observe various behaviors of certain traffic lights that 

are just ridiculous, and I know that if a human traffic engineer were aware of these behaviors, they would definitely want to take action to remedy the situation.  I wish the City had an easy way to report non-optimized traffic signals.  Or if such a thing already exists, I wish I could find it.  I actually find that most of 

the traffic lights in San Diego work quite well, something that the traffic engineers should be rightfully proud of.  This is the main reason why I believe they would actually want to be made aware of those few traffic signals that behave in bizarre or nonsensical or otherwise non-optimized ways.  Thanks for passing 

this on to the appropriate personnel.

595

I didn't see where they filled in the potholes I reported. I saw a City truck go down my street, but the problem I reported wasn't ON my street. They could have contacted me in person as they were on my street and had MY address. 433

[name removed for privacy] was prompt and helpful. 308

General Comments: Once you know how to report a service request it becomes easy to do again, however the street service request site could be more user friendly (for the first time user). City staff is very quick and efficient once the request is in, so kudos for that! 

In regards to the question about a smart phone app or social media site, I think an app would be better than social media. The idea of tweeting a pothole might not be the best (as you'd be broadcasting it) but an app would get the same job down with the confidentiality. 

For those without smart technology, a single website would be the best option. 

Thanks! 

518

Thanks. Super speedy!
265

It was fixed quickly.  However, I am not sure if the source of the pothole was addressed (I think it was caused by daily water runoff and pooling of water at that corner).  Therefore, it may recur.  The city has fixed it before and it came back.  I reported it this time because it was very large and a traffic hazard. 449

I appreciate getting confirmation that my service request has been recieved and being taken care of. 403

It is a 1-way communications issue, where there is no automatic feedback to the person who reports it;there is no timely posting of the reply on the web system; the reporting system doesn't allow enough detail or description to adequately report it all; the system is antiquated; hard to find; and there are not 

enough Service Types (like reporting a traffic signal concern.) It needs a severe overhaul.
402



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

19 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

2 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3962 COMPLETED 2014-12-18 13:35:25 2014-12-18 13:41:35 Deleted for Privacy 1418938529 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3960 COMPLETED 2014-12-15 21:20:10 2014-12-15 21:23:58 Deleted for Privacy 1418707211 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3955 COMPLETED 2014-12-15 13:54:07 2014-12-15 13:57:57 Deleted for Privacy 1418680449 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3954 COMPLETED 2014-12-17 15:33:01 2014-12-17 15:36:45 Deleted for Privacy 1418859183 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3952 COMPLETED 2014-12-15 14:31:28 2014-12-15 14:35:39 Deleted for Privacy 1418682689 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3951 COMPLETED 2014-12-22 10:33:54 2014-12-22 10:39:02 Deleted for Privacy 1419273237 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3947 COMPLETED 2014-12-15 14:37:32 2014-12-15 14:47:22 Deleted for Privacy 1418683054 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3946 COMPLETED 2014-12-17 09:14:51 2014-12-17 09:19:26 Deleted for Privacy 1418836491 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3944 COMPLETED 2014-12-15 13:58:11 2014-12-17 08:59:42 Deleted for Privacy 1418680694 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3943 COMPLETED 2014-12-24 07:32:41 2014-12-24 07:38:12 Deleted for Privacy 1419435162 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3939 COMPLETED 2014-12-22 10:05:09 2014-12-22 10:20:03 Deleted for Privacy 1419271512 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3938 COMPLETED 2014-12-15 14:17:39 2014-12-15 14:20:34 Deleted for Privacy 1418681862 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3937 COMPLETED 2014-12-15 17:36:58 2014-12-15 17:46:07 Deleted for Privacy 1418693821 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3936 COMPLETED 2014-12-16 17:03:46 2014-12-16 17:07:10 Deleted for Privacy 1418778228 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3934 COMPLETED 2014-12-15 18:56:59 2014-12-15 18:59:57 Deleted for Privacy 1418698624 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3933 COMPLETED 2014-12-15 13:56:31 2014-12-15 14:00:41 Deleted for Privacy 1418680592 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3930 COMPLETED 2014-12-17 14:59:23 2014-12-18 09:20:19 Deleted for Privacy 1418857165 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3929 COMPLETED 2014-12-16 07:53:06 2014-12-16 07:57:41 Deleted for Privacy 1418745187 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3928 COMPLETED 2014-12-22 08:28:14 2014-12-22 08:43:11 Deleted for Privacy 1419265696 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3924 COMPLETED 2014-12-15 14:11:06 2014-12-15 14:14:01 Deleted for Privacy 1418681468 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3923 COMPLETED 2014-12-18 11:05:49 2014-12-18 11:10:06 Deleted for Privacy 1418929551 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3922 COMPLETED 2014-12-21 23:03:44 2014-12-21 23:08:51 Deleted for Privacy 1419231829 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3921 COMPLETED 2014-12-22 02:44:57 2014-12-22 02:51:30 Deleted for Privacy 1419245098 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3920 COMPLETED 2014-12-21 14:03:28 2014-12-21 14:08:49 Deleted for Privacy 1419199411 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3919 COMPLETED 2014-12-18 09:25:11 2014-12-18 09:32:09 Deleted for Privacy 1418923512 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3918 COMPLETED 2014-12-22 10:22:21 2014-12-22 10:27:14 Deleted for Privacy 1419272544 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3917 COMPLETED 2014-12-15 14:24:12 2014-12-15 14:29:21 Deleted for Privacy 1418682254 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3914 COMPLETED 2014-12-18 09:51:05 2014-12-18 09:56:18 Deleted for Privacy 1418925069 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3912 COMPLETED 2014-12-18 11:48:34 2014-12-18 11:54:07 Deleted for Privacy 1418932116 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3910 COMPLETED 2014-12-15 19:37:18 2014-12-15 19:41:55 Deleted for Privacy 1418701040 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3908 COMPLETED 2014-12-18 10:06:40 2014-12-18 10:09:28 Deleted for Privacy 1418926001 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3906 COMPLETED 2014-12-23 06:37:44 2014-12-23 06:42:50 Deleted for Privacy 1419345465 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of objects from a storm drain 9/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/8/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal storm water discharge 9/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 11/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy weed removal 10/31/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy curb painting 10/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of objects from a storm drain 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/27/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 11/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a clogged storm drain 11/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 9/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a clogged storm drain 11/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/2/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Disagree (2) Disagree (2) Disagree (2)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Agree (4) Agree (4)

An internet search Agree (4) Disagree (2) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Strongly Agree (5) Agree (4)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Disagree (2) Agree (4) Agree (4)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Agree (4) Strongly Agree (5)

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Neutral (3) Disagree (2)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Agree (4)

An internet search Agree (4) Disagree (2) Strongly Disagree (1)

I found the correct webpage some other way Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Strongly Agree (5) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Disagree (2) Disagree (2)

An internet search Agree (4) Agree (4) Neutral (3)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Agree (4) Neutral (3) Agree (4) Agree (4) Neutral (3)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Disagree (2) Agree (4)

Agree (4) Agree (4) Strongly Agree (5) Agree (4) Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Disagree (2) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Disagree (2)

Strongly Disagree (1) Neutral (3) Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Disagree (2)

Strongly Disagree (1) Disagree (2) Disagree (2) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Agree (4) Agree (4) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Disagree (2) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Strongly Disagree (1) Neutral (3) Disagree (2) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Strongly Agree (5)

Neutral (3) Disagree (2) Strongly Disagree (1) Agree (4) Neutral (3)

Agree (4) Neutral (3) Agree (4) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Disagree (2) Disagree (2)

Agree (4) Neutral (3) Strongly Disagree (1) Neutral (3) Agree (4)

Agree (4) Neutral (3) Agree (4) Agree (4) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Strongly Disagree (1)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Disagree (2) Disagree (2) Disagree (2) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3) Agree (4)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Neutral (3) Agree (4)

Neutral (3) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Strongly Agree (5) Neutral (3)

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Disagree (2) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Disagree (2) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Neutral (3)

Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Disagree (1)

Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Disagree (2) Disagree (2) Disagree (2)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. Don't recall

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes No

A smartphone app or social media account to submit all City of San Diego service requests. Yes Yes Strongly agree (5)

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a week or more Strongly Agree (5) Agree (4)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a month Neutral (3) Agree (4)

About once a month Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Disagree (1) Neutral (3)

About once a year Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Disagree (2)

About once a year Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

About once a year Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

About once a year Strongly Agree (5) Strongly Disagree (1)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

About once a month Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

About once a year Neutral (3) Agree (4)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Agree (4)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Disagree (2)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Agree (4)

Strongly Agree (5)

Disagree (2)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Neutral (3)

Agree (4)

Strongly Agree (5)

Disagree (2)

Strongly Agree (5)

Disagree (2)

Agree (4)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

No. 366

I have always had good experiences with city maintenance crews, squeaky wheels get the grease! 227

THey didn't do anything but send me a note. Problem still there 228

As this issue was about an intersection in front of my house which was creating a fairly serious situation I was very please with the quick response of the city to take care of the disintegrating street. It took two visits--one for the prep work and the other to finish the job, but it was done very well. My request was 

responded to very quickly.
222

No. 249

Awesome staff & thank you for actually responding to my complaint. 304

I walk for exercise and I see several problems but I can't remember every street or cross street, so an app that  allow for pictures will help. 588

NO 275

Fast response time 154887

The amount of time it took to get someone out to replace the lightbulb was way too long.  When a light is out in a senior residential area, this should be addressed immediately.  It's a liability and a major security issue when it's unlit. 329

I was impressed as to how quickly it was repaired. However, many of the streets in that area are a nightmare for my suspension. Particularly one over running parallel to 25th from Market to Imperial. 889

Thank you for taking care of the issue so quickly. 171

The response time was much later than I expected for brocken glass in the street. Most of the brocken glass was removed by vehicles driving over it. 545

I reported a storm drain blockage and it was fixed the next day! Awesome response time 201

No 173

I was pleasantly surprised by how quickly the sidewalk issue was fixed. We since reported an issue of water pooling in the street and have not seen that issue addressed. 249

The method for searching for street lights is clunky and not intuitive. It needs to be easier and more streamlined. 66054

N/A 274

My request was submitted under "75/25 financial aide with repairs" and asked for a representative to walk the area with me but I never got a response.  Instead they sent a crew out and they made temporary repairs and never notified me.  When I called I was told that the web site on the 75/25 really didn't work. 894

no thanks--they were super quick 172

My service request was closed without any communication with me. I still do not know why the work request was closed, even though I spoke with a supervisor who promised to come to my address and check on my situation. This type of response and lack of communication is not satisfactory. I don't choose to be 

anonymous; my address is [address, name, and phone number removed for privacy]. Thank you.
255

No 302

Pinpointing the location of the problem on the digital map needs work. The interface is a little clunky trying to zoom in to the precise corner where the work is needed. Thanks. 392

The city never corrected the giant potholes I reported. It's been 2 months and the holes are just getting bigger. Overall completely dissatisfied by the way this is being handled. 317

I was pleased with how expedient my request for sidewalk repair was handled however, the results were horrible. The sidewalk was repaired with black asphalt instead of cement.  Why?  Now the sidewalk has black asphalt patches that are crumbling. Horrible solution. 417

no 290

The problem I reported has not been fixed 306

Lamp post on G Street between Front and First is still not working. 309

Feel the tree trimming on the entrance to LJ Bke Path on Nautilus St. was minimal and more should have been trimmed as the trees hang over the childrens bike racks....the Stone Pines on LJ Blvd have still not been laced and are dying due to lack of maintenance.... 331

Thank you for your timely response to our requests for removal of illegal dumping. 275

The website didn't even accept my address.  The storm drain backed up again after my initial request.  I never saw anyone working on it, but it may have happened.  My report seemed pointless. 167

Should be able to leave more detail online for the problem. Number of characters limited my explanation of the problem 305



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

6 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

5 min Passed all programmed checks Completed

14 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

4 min Passed all programmed checks Completed

14 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3904 COMPLETED 2014-12-15 14:26:16 2014-12-15 14:30:40 Deleted for Privacy 1418682379 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3903 COMPLETED 2014-12-20 14:45:01 2014-12-20 14:51:06 Deleted for Privacy 1419115506 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3899 COMPLETED 2014-12-16 09:58:00 2014-12-16 10:02:05 Deleted for Privacy 1418752681 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3896 COMPLETED 2014-12-22 12:02:54 2014-12-22 12:06:45 Deleted for Privacy 1419278575 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3894 COMPLETED 2014-12-16 08:18:23 2014-12-16 08:23:13 Deleted for Privacy 1418746704 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3890 COMPLETED 2014-12-15 14:29:49 2014-12-15 14:34:27 Deleted for Privacy 1418682592 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3888 COMPLETED 2014-12-18 17:22:00 2014-12-18 17:25:30 Deleted for Privacy 1418952121 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3887 COMPLETED 2014-12-22 14:28:40 2014-12-22 14:32:43 Deleted for Privacy 1419287322 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3885 COMPLETED 2014-12-18 14:41:08 2014-12-18 14:45:03 Deleted for Privacy 1418942472 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3884 COMPLETED 2014-12-15 15:22:54 2014-12-15 15:32:40 Deleted for Privacy 1418685776 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3883 COMPLETED 2014-12-16 09:47:26 2014-12-16 09:51:33 Deleted for Privacy 1418752047 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3880 COMPLETED 2014-12-16 11:48:25 2014-12-16 11:59:27 Deleted for Privacy 1418759306 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3874 COMPLETED 2014-12-22 14:55:27 2014-12-22 14:59:06 Deleted for Privacy 1419288929 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3872 COMPLETED 2014-12-15 16:04:39 2014-12-15 16:07:39 Deleted for Privacy 1418688281 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3868 COMPLETED 2014-12-18 17:19:06 2014-12-18 17:22:55 Deleted for Privacy 1418951948 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3867 COMPLETED 2014-12-15 17:43:31 2014-12-15 17:48:18 Deleted for Privacy 1418694215 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3866 COMPLETED 2014-12-18 10:09:35 2014-12-18 10:20:36 Deleted for Privacy 1418926177 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3862 COMPLETED 2014-12-18 11:11:08 2014-12-18 11:13:56 Deleted for Privacy 1418929869 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3861 COMPLETED 2014-12-15 20:27:28 2014-12-15 20:40:57 Deleted for Privacy 1418704049 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3860 COMPLETED 2014-12-18 09:18:04 2014-12-18 09:21:30 Deleted for Privacy 1418923084 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3856 COMPLETED 2014-12-18 09:26:30 2014-12-18 09:37:08 Deleted for Privacy 1418923595 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3853 COMPLETED 2014-12-15 15:44:49 2014-12-15 15:58:16 Deleted for Privacy 1418687091 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3851 COMPLETED 2014-12-18 13:54:26 2014-12-18 13:58:02 Deleted for Privacy 1418939667 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3849 COMPLETED 2014-12-15 14:30:05 2014-12-15 14:34:34 Deleted for Privacy 1418682608 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3848 COMPLETED 2014-12-15 13:54:01 2014-12-15 13:58:57 Deleted for Privacy 1418680445 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3847 COMPLETED 2014-12-16 17:09:21 2014-12-16 17:16:46 Deleted for Privacy 1418778564 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3843 COMPLETED 2014-12-22 10:51:37 2014-12-22 10:54:26 Deleted for Privacy 1419274299 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3842 COMPLETED 2014-12-22 09:52:05 2014-12-22 09:57:43 Deleted for Privacy 1419270729 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3840 COMPLETED 2014-12-21 09:11:40 2014-12-21 09:15:58 Deleted for Privacy 1419181901 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3839 COMPLETED 2014-12-22 10:02:10 2014-12-22 10:11:15 Deleted for Privacy 1419271331 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3836 COMPLETED 2014-12-15 14:40:53 2014-12-15 14:48:27 Deleted for Privacy 1418683255 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 11/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 9/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 10/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/27/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 11/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 9/8/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 9/24/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Disagree (2) Neutral (3) Neutral (3)

An internet search Neutral (3) Strongly Agree (5) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Agree (4) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Agree (4)

I found the correct webpage some other way Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Agree (4) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Disagree (2) Neutral (3)

An internet search Disagree (2) Disagree (2) Disagree (2)

An internet search Agree (4) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Neutral (3) Neutral (3)

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Strongly Agree (5) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Agree (4) Agree (4) Agree (4) Strongly Agree (5) Disagree (2)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Strongly Disagree (1)

Agree (4) Agree (4) Disagree (2) Agree (4) Neutral (3)

Agree (4) Neutral (3) Strongly Disagree (1) Strongly Agree (5) Neutral (3)

Agree (4) Neutral (3) Agree (4) Agree (4) Neutral (3)

Agree (4) Agree (4) Strongly Agree (5) Agree (4) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Disagree (2) Strongly Disagree (1) Neutral (3) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Neutral (3) Agree (4) Agree (4) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Agree (4) Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4) Agree (4) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Agree (4)

Strongly Disagree (1) Neutral (3) Strongly Disagree (1) Neutral (3) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Agree (4) Neutral (3)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Agree (4) Neutral (3)

Neutral (3) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Better trained customer service representatives to direct me where to submit different types of service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a month Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a year Agree (4) Agree (4)

About once a year Neutral (3) Agree (4)

About once a year Neutral (3) Strongly Agree (5)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)

About once a month Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)

About once a year Strongly Agree (5) Agree (4)

About once a year Agree (4) Strongly Agree (5)

About once a year Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a year Disagree (2) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Disagree (1)

About once a year Strongly Agree (5) Agree (4)

About once a year Agree (4) Agree (4)

About once a week or more Agree (4) Agree (4)

About once a year Strongly Agree (5) Agree (4)

About once a year Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

About once a year Strongly Agree (5) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Disagree (1)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Disagree (1)

Agree (4)

Disagree (2)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Neutral (3)

Neutral (3)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Disagree (1)

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)

Agree (4)

Neutral (3)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

No 261

THEY STILL HAVE NOT PLACED THE SPEED LIMIT SIGNS THEY SAID THEY HAD A WORK ORDER TO DO.   OF THE TWO CROSS WALK SIGNS ON HAS NOT BEEN PLACED AND THE ONE THAT WAS WAS PLACED 30-40 FEET PAST THE CROSSWALK. 360

I appreciated the quick response. The broken light made the street dark and dangerous in that area. 244

I appreciate the city's quick response to the sidewalk repair request.  We have many residents around the neighborhood that take nightly walks and the hole would have cause many injures because of its obscure location on the sidewalk. 230

Once I successfully enter a service request, I appreciate the feedback I receive when the request has been completed.  One time, I reported offensive graffiti but that request seemed to have been lost...when I submitted it again, the request was handled immediately.  Thank you San Diego. 289

No 275

Thank You 208

No 241

Disappointed when I recieved email that service was done yet nothing was done.  When I contacted the City they told me it wasn't their problem even though the bush next to the bush I wrote about was. 231

Although the tree in front of my home was removed as requested, the stump still needs to be removed although I received an email that the job had been completed.  I attempted to contact (via telephone and email) the City in this regard to find out when they would rescheduled; however no one has ever gotten 

back to me.

Also, because not absolutely everyone is online; I think it is probably best that communication via both web and telephone are essential at this stage so that everyone can report issues according to their comfort level.  

583

yes.  The street light I reported is not working.  It goes off and on randomly.  and now I notice the street light next to it is off.  These two lights are between Biona and Vista streets on Adams Avenue.  South side of street.  It's dangerous and very annoying.  Sometimes the light comes on, sometimes it doesn't. 246

In 2013 I submitted a request for the city to clear gravel from the southbound bike lane along Santa Fe Street. It was never done and when I called I was told the request was logged and to talk to the supervisor of the area. That never happened and the dangerous conditions continue a year later. For local issues, 

close to where i live, I've been pleasantly surprised by the good service.
661

I appreciated the street light being repaired promptly because it is across from my house and the street is dark without its light. 216

It's nice that something is actually done when we report an issue. Thank you. 177

None 227

The malfunctioning traffic signal continues to be a problem.  The signal frequently is red to south bound Ulric Street traffic even though there is no cross traffic.  The entire Ulric Street surface needs to be replaced.  The road is in such bad condition it's like running the Baja 1000.  283

This survey is incredibly slow.  The experience making a service request was simple and I'm grateful the light was fixed. 659

no 167

The road was not repaired because the crew indicated that the road condition was so bad that it is beyond minor repair. I wrote an email to the higher management with photos but I never received any response. Our road including the street next to us were skipped in resurface project in our area last year-may be 

due to lack of fund. I like to write to the Mayor to see whether he keeps his campaign promise.  
808

I notice many traffic signals that need to be fixed (either rush hour sync issues -- or sensor issues) but find that submitting requests doesn't always get them addressed.. and I'm still not sure the right way to submit it since there is no "traffic signal sync/sensor problem" listed as a reason on the website. 206

No 633

It would be good to have an option to report and/or submit a request for services on street furniture is not being maintained by the company that owns it (i.e. news racks, pay phones, etc.) 804

Although the work was done in a timely manner, I'm not sure the material chosen (asphalt) was the correct material for a long lasting repair of an uneven concrete sidewalk 215

No. 265

Nothing was done. I contacted the city, as did other residents and I received a vague response with no indication any work would ever be done. Very unsatisfactory. 291

When reporting streetlamp outages, the map method on the website does not contain all of the streetlamps that exist.  Some are missing from your database and do not appear on your online map.  I submit a text message instead, but I think my description of the location gets lost on its way to the electrician and 

consequently the broken streetlamp does not get repaired.  I have reported a LOT of streetlamps that are burned out, but are still not repaired.  I think this is unsatisfactory. 
442

Thanks to the pothole, I have a broken ankle.  Perhaps if the city paid more attention to the condition of its streets, this accident would not have happened. 167

No thanks 334

no 257

I tried a phone call request first and got absolutely no response to my request. Then I found the website on my own and submitted the same request. I got a notice of the fix, but the sign was not placed in a proper location the first time. When I submitted a second on line request to fix it, Someone from the City 

called me, came out to look at the sign and ordered a fix. It was handled extremely well and the sign quickly placed in a proper location.  Good job by the woman who called me and handled the matter! Not a good job by the person taking my initial phone request for service
543

The Street services division does not follow up on service requests. I have outstanding requests that are over 4 months olds. The graffiti request BTW is still not responded to. I would love to discuss all of service request issues if it meant it will get attention. Street services needs to interface better with code 

enforcement and enforce the code.
451



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3834 COMPLETED 2014-12-15 18:42:38 2014-12-15 18:50:12 Deleted for Privacy 1418697760 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3832 COMPLETED 2014-12-15 16:42:25 2014-12-15 16:52:05 Deleted for Privacy 1418690547 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3828 COMPLETED 2014-12-15 14:56:21 2014-12-15 14:59:40 Deleted for Privacy 1418684183 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3827 COMPLETED 2014-12-22 10:14:28 2014-12-22 10:24:09 Deleted for Privacy 1419272069 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3826 COMPLETED 2014-12-15 18:05:12 2014-12-15 18:08:43 Deleted for Privacy 1418695513 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3825 COMPLETED 2014-12-19 12:44:50 2014-12-19 12:47:35 Deleted for Privacy 1419021891 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3823 COMPLETED 2014-12-18 11:32:57 2014-12-18 11:39:18 Deleted for Privacy 1418931178 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3818 COMPLETED 2014-12-18 14:39:36 2014-12-19 08:43:38 Deleted for Privacy 1418942376 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3817 COMPLETED 2014-12-15 15:26:31 2014-12-15 15:29:52 Deleted for Privacy 1418685997 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3816 COMPLETED 2014-12-22 17:55:01 2014-12-22 17:58:03 Deleted for Privacy 1419299705 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3814 COMPLETED 2014-12-15 17:03:52 2014-12-15 17:18:19 Deleted for Privacy 1418691835 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3812 COMPLETED 2014-12-17 19:12:24 2014-12-17 19:20:56 Deleted for Privacy 1418872346 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3809 COMPLETED 2014-12-22 09:42:37 2014-12-22 09:52:19 Deleted for Privacy 1419270163 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3806 COMPLETED 2014-12-15 14:14:14 2014-12-15 14:22:03 Deleted for Privacy 1418681656 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3802 COMPLETED 2014-12-15 13:53:47 2014-12-15 14:00:40 Deleted for Privacy 1418680430 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3801 COMPLETED 2014-12-15 14:31:33 2014-12-15 14:34:21 Deleted for Privacy 1418682695 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3799 COMPLETED 2014-12-18 09:15:14 2014-12-22 09:48:57 Deleted for Privacy 1418922915 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3797 COMPLETED 2014-12-22 17:01:47 2014-12-22 17:05:32 Deleted for Privacy 1419296508 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3794 COMPLETED 2014-12-18 10:51:12 2014-12-18 10:56:11 Deleted for Privacy 1418928673 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3793 COMPLETED 2014-12-16 10:52:50 2014-12-16 10:55:42 Deleted for Privacy 1418755971 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3790 COMPLETED 2014-12-18 09:34:50 2014-12-18 09:44:40 Deleted for Privacy 1418924091 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3788 COMPLETED 2014-12-17 11:50:29 2014-12-17 11:53:59 Deleted for Privacy 1418845830 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3785 COMPLETED 2014-12-15 14:48:21 2014-12-15 14:55:19 Deleted for Privacy 1418683704 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3783 COMPLETED 2014-12-21 15:27:03 2014-12-21 15:31:20 Deleted for Privacy 1419204425 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3782 COMPLETED 2014-12-22 11:26:26 2014-12-22 11:29:12 Deleted for Privacy 1419276388 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3779 COMPLETED 2014-12-18 22:37:56 2014-12-18 23:10:48 Deleted for Privacy 1418971077 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3778 COMPLETED 2014-12-18 15:25:53 2014-12-18 15:33:08 Deleted for Privacy 1418945154 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3777 COMPLETED 2014-12-16 05:43:22 2014-12-16 05:46:06 Deleted for Privacy 1418737404 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3776 COMPLETED 2014-12-16 16:05:54 2014-12-16 16:13:22 Deleted for Privacy 1418774757 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3774 COMPLETED 2014-12-18 09:52:12 2014-12-18 10:00:18 Deleted for Privacy 1418925134 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3773 COMPLETED 2014-12-15 14:36:24 2014-12-15 14:44:13 Deleted for Privacy 1418682987 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3772 COMPLETED 2014-12-17 08:08:34 2014-12-17 08:14:30 Deleted for Privacy 1418832516 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/21/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/8/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a clogged storm drain 11/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy vegetation blocking the sidewalk 10/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 11/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 9/27/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 11/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 10/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy repainting of traffic markings 10/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 10/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/1/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew where to call from submitting a previous service request Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

no



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Neutral (3) Neutral (3)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Neutral (3) Neutral (3) Neutral (3)

An internet search Agree (4) Neutral (3) Neutral (3)

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Neutral (3) Neutral (3)

An internet search Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Strongly Agree (5)

An internet search Neutral (3) Agree (4) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Agree (4)

An internet search Disagree (2) Agree (4) Neutral (3)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Strongly Agree (5) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Disagree (1) Disagree (2) Disagree (2)

An internet search Strongly Agree (5) Neutral (3) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Strongly Agree (5)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Neutral (3) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Disagree (2) Agree (4) Disagree (2) Agree (4) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Neutral (3) Strongly Disagree (1) Disagree (2) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Disagree (2) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Agree (4)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Disagree (2) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3) Strongly Disagree (1)

Neutral (3) Neutral (3) Disagree (2) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1) Disagree (2) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4)

Neutral (3) Neutral (3) Agree (4) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Agree (4) Agree (4) Disagree (2) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Disagree (2) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Strongly Agree (5)

Disagree (2) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Disagree (2) Agree (4) Neutral (3)

Neutral (3) Strongly Agree (5) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Agree (4) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Neutral (3)

Strongly Disagree (1) Strongly Agree (5) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Neutral (3)

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Strongly Agree (5) Strongly Agree (5)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A smartphone app or social media account to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Don't recall

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Strongly Agree (5)

About once a month Strongly Agree (5) Agree (4)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a month Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Disagree (1) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)

About once a month Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

About once a year Strongly Agree (5) Agree (4)

About once a year Agree (4) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Disagree (2)

About once a month Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a year Disagree (2) Agree (4)

About once a year Neutral (3) Strongly Agree (5)

About once a year Agree (4) Strongly Disagree (1)

About once a year Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

About once a month Strongly Agree (5) Disagree (2)

About once a month Strongly Agree (5) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Neutral (3)

About once a year Strongly Agree (5) Neutral (3)

About once a year Agree (4) Neutral (3)

About once a year Agree (4) Agree (4)

About once a month Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Strongly Agree (5)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Strongly Disagree (1)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Disagree (2)

Strongly Agree (5)

Strongly Disagree (1)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Disagree (1)

Strongly Agree (5)

Neutral (3)

Agree (4)

Strongly Agree (5)

Agree (4)

Neutral (3)

Agree (4)

Strongly Agree (5)

Neutral (3)

Agree (4)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

The City is always quick to respond & address any problem. The website, especially the mapping, has been difficult to impossible to use at times. 452

Take responbility and ownership and get it done without delay. Citizens are not the enemy. 577

Thanks for the quick response to my request. 196

The last street sweeping request was never performed, I submitted two requests. All the garbage was all washed into sewer from the recent rains. The street repair request was addressed as complete by all that was done was marking the damage by spray paint. The repairs used to be much quicker and completed 

years earlier. I suppose it's due to all the cuts in employee's and maintenance dollars.
580

Took too long with no follow up. 209

Your office is doing a good job. 163

No one from the city contacted me regarding the stormdrain issue and nothing was done but the ticket was closed as completed.  This is unacceptable.  Please reopen this case and send have contact me about the problem. 380

No 65041

195

I want tob thank the City of San Diego for taking corrective action with a quick turnaround. 178

We live in a neighborhood with historic street-lighting with historic wiring. There are frequent outages, particularly after a rain. When the lights go out I usually file a service request online. I would estimate this happens 4-5 times per year. Filing the request online is easy. I am sent an e-mail that the request is being 

processed, and another e-mail when the service is complete. The entire process seems very efficient. My only wish is that the time to complete the service could be faster. I usually depend on it taking 2 weeks.
864

It shouldn't have taken over two months to get light repaired fixed. I had to escalate to supervisor. More needs to be done. You should have a system identify repeat issues or already reported issues so multiple residents don't report the same issue compounding the work queue. My neighbors were appalled by City 

San Diego response and resolution. 
510

I emailed and got a very quick response and very fast service. 576

After reporting potholes, other potholes open up nearly, yet service personnel seem to overlook them.  So, a second request must be entered.  Crews should be allowed to exercise independent initiative fpr additional work while on scene. 466

Unfortunately they closed the request but never filled the hole. It's not a major pot hole but it's in a unlit portion of the street and is dangerouse for joggers, bikes, and walkers   410

everything is good 165

No 347622

The crew was out the next day to paint the lane markings.  Great Work. 224

After weeks of pedestrians walking around and under these palm fawns I had my gardener trim it back myself. Mission Beach has too much foot traffic to now stay on top of sidewalks and tree trimming on a public beach 297

no  is great already... 171

no. 588

The process itself is okay 209

I think it would be a good idea to be able to submit photos of the location that has to be repaired.  It would be a supplement to the written request. 415

Requesting the service was easy. No work has yet been done to address the issues however, and I don't know if a work date has been scheduled 255

The yellow lines are still very visible and are still causing issues. Can't they scrape again and paint black? 163

The service is nearly impossible to find. The interface is outdated and clunky. But at least you offer it. 1971

The reporting mechanism is not clear enough.  I reported two separate pot poles on Ted Williams.  One about 100 yds from Shoal Creek and another about a quarter mile from Shoal Creek.  1st one was serviced, the second one was not.  I suspect it was confused as a duplicate. 434

no 162

No. I just see things that need attention in our neighborhood & if I remember I call it in. 444

The process could be improved with the following two updates

1) provide a means of downloading a photo of the issue. This would provide the city personnel that are evaluating and prioritizing the repairs a way to better evaluate the problem; people can overstate and understate issues verbally and through written reports.

2) provide a short summary of the process after the issue is reported

484

Periodic updates on the status of the request would be nice. Currently after the request there is a black hole of information until request is filled. 465

I have entered complaints in the neighborhood with running a repair business at home and health hazard trash in yard and no response fr the city! 354



QTIME) Survey 

Time
Bad OE Speeder Straightliner
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Passed all programmed 

checks

QVALID) 

Validation 

Status

7 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

3 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

14 min Passed all programmed checks Completed
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7 min Passed all programmed checks Completed
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7 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed
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3710 COMPLETED 2014-12-18 09:19:58 2014-12-18 09:50:39 Deleted for Privacy 1418923199 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3709 COMPLETED 2014-12-16 05:37:03 2014-12-16 05:40:17 Deleted for Privacy 1418737026 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3707 COMPLETED 2014-12-16 16:35:40 2014-12-16 16:49:04 Deleted for Privacy 1418776541 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3706 COMPLETED 2014-12-15 19:25:46 2014-12-15 19:29:32 Deleted for Privacy 1418700347 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a flooded street 9/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 10/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 9/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy curb painting 11/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy vegetation blocking the sidewalk 11/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy curb painting 11/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/8/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/25/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 11/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 11/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking a traffic sign or signal 10/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 9/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy vegetation blocking the sidewalk 11/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 11/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/27/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Disagree (2) Strongly Agree (5) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Disagree (2) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Agree (4) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Disagree (2) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Strongly Disagree (1) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Neutral (3) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Neutral (3) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

I called a City of San Diego phone number and was directed to the correct webpage Disagree (2) Agree (4) Neutral (3)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Strongly Agree (5)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Neutral (3) Strongly Agree (5) Agree (4)

An internet search Neutral (3) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Neutral (3) Agree (4)

An internet search Neutral (3) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Disagree (2) Agree (4) Neutral (3) Neutral (3) Disagree (2)

Agree (4) Neutral (3) Neutral (3) Agree (4) Disagree (2)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5)

Disagree (2) Neutral (3) Agree (4) Strongly Disagree (1) Neutral (3)

Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Neutral (3) Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Disagree (2)

Agree (4) Neutral (3) Disagree (2) Neutral (3) Disagree (2)

Strongly Agree (5) Agree (4) Agree (4) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Disagree (2) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Neutral (3) Neutral (3)

Agree (4) Neutral (3) Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Strongly Agree (5) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Disagree (2) Disagree (2) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Neutral (3) Disagree (2)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Agree (4) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Neutral (3)

Disagree (2) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Agree (4) Neutral (3)

Neutral (3) Neutral (3) Disagree (2)

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Neutral (3) Agree (4) Neutral (3)

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Agree (4)

Disagree (2) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Agree (4) Agree (4) Neutral (3)

Disagree (2) Agree (4) Neutral (3)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Neutral (3) Neutral (3)

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Don't recall

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes Yes Agree (4)

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Better trained customer service representatives to direct me where to submit different types of service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Neutral (3) Agree (4)

About once a month Strongly Agree (5) Agree (4)

About once a month Agree (4) Agree (4)

About once a week or more Agree (4) Disagree (2)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a year Neutral (3) Agree (4)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a month Strongly Agree (5) Disagree (2)

About once a week or more Strongly Agree (5) Disagree (2)

About once a year Neutral (3) Strongly Disagree (1)

About once a year Neutral (3) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Disagree (2)

About once a year Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

About once a year Agree (4) Disagree (2)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a year Strongly Disagree (1) Strongly Agree (5)

About once a year Strongly Agree (5) Neutral (3)

About once a year Agree (4) Agree (4)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a year Strongly Agree (5) Disagree (2)

About once a month Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a year Strongly Agree (5) Agree (4)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Neutral (3)

Agree (4)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

I would like a response on a time frame in when to expect the city crew. 543

There is much street overlay and or repave ment projects that must get top priority for safety and for less need for vehicle maintenance. 618

When I get work finished notifications they don't state what works were done (I sometimes submit multiple requests, so when I get the work done notice I don't know which of the requests had been fixed). 367

I do report various violations in our neighborhood weekly and participate in cleanups weekly. When reporting violations I think the response time for most incidences takes too long. The same with code enforcements.  968

No 194

The requested street repair on Spartan Drive was never performed. 312

I greatly appreciate your quick response I just wish people would pay attention and stop parking in the red in front of the fire hydrant. Maybe painting the words no parking at any time would help. 309

No, keep up the good work 276

No 250

service is inconstant. Sometimes they respond in a timely manor and sometimes not at all. When I report overgrown sidewalks the response time is better than when reporting broken sidewalks. Both sides of Alabama Street near University have horrible sidewalks the city seems to have no interest in fixing. On the 

west side of the street it is literally crumbling and on the east side of the street the sidewalk it raised from at tree root. The tree was removed but the sidewalk not fixed. 
566

Please, Please update the graphical website that is used to report problems. i.e. a street light that is out.  The interface to find and select the light that is out is totally out of date and a pain to use.  Please update the whole street maintaince graphical interface. 350

The repair has never been completed. 225

no 461

Could not have asked for a better experience 207

My request was basically denied. The tree in the parkway that I reported needs to be trimmed. It is extremely large and causing damage to the pond on our yard as it overhangs the retaining wall and drops into our pond constantly.  349240

Service requests have always been extremely timely.  My only comment is that repairs don't seem to last very long for some reason (>8-9 months). Not sure if it is due to materials, or repair methods. 254

no 198

My request for multiple pothole repairs or entire street resurfacing, along Montevista Avenue in a Jolla -- a designated scenic route and bike route -- was entered in mid-September 2014 and it is now December 15, 2014, and there has been NO RESPONSE  from the City. 496

I checked the spot where the sidewalk is uneven (which I reported) and nothing has been done to correct the problem. It was a raised slab in the sidewalk on which I stubbed my toe and the fall cracked my wrist. 351

The curve I reported originally had 4 or 5 arrow signs.  The city crew only put TWO signs back up.  Why did they even bother. 738

Find current system quick to use and responses from city appropriate as to time.  300

yes 161

I submitted a relatively simple request -- to trim a tree in public space that was blocking a stop sign -- over two months ago, and the Street Division website says that the repair is still "in process." I continue to drive by the problem intersection frequently, and see that the stop sign is still blocked. I imagine that this 

type of repair is much easier to perform than something like fixing potholes, but it still hasn't happened. I'm not impressed by the speed of this repair.
425

No, thanks. 520

Good job! 207

I reported a traffic signal not triggering with a bicycle.  It was not fixed and  I still need to run a red light to make a left turn onto my street. 310

I often ride a motorcycle and am very concerned with the extremely poor condition of San Diego roads.  I report potholes, etc., which are along my travel paths.  The work to repair these is often minimal, incomplete, and "patch and pray."  I often am so disappointed at the work, I am discouraged to submit other 

requests.  The work in my neighborhood recently was very incomplete.  Also, re: the website, the character limitation to describe the issue (Comments) is set too low.  I believe I am not often able to fully describe the issue.  Please increase this field.  And, the follow-up email I receive to advise the work is complete, 

is wholly insufficient.  There are no details what, if anything, was done.  Often no work is done and no description as to why is provided.  Very disappointing!  Please care and improve this service, all around.  My motorcycle riding safety and car's suspension system is counting on you.  Thanks.

715

it was simple 1840

No 191

Yes, I have reported a pole street light that was knocked down on the northeast corner of university ave. and Wilson st. that has been missing for almost two years now that has rebar and wiring protruding up from the side walk and a orange traffic cone that sits on top of it all. I have reported this several times to 

no avail, but this light really needs to get fixed. any pressure from you all would be a big help. Thank you ! 
803

No 225



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

9 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

16 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

30 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3705 COMPLETED 2014-12-15 21:03:43 2014-12-15 21:10:10 Deleted for Privacy 1418706226 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3703 COMPLETED 2014-12-15 13:55:37 2014-12-15 14:02:19 Deleted for Privacy 1418680538 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3701 COMPLETED 2014-12-15 23:44:41 2014-12-15 23:48:09 Deleted for Privacy 1418715882 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3699 COMPLETED 2014-12-15 15:18:04 2014-12-15 15:25:13 Deleted for Privacy 1418685486 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3694 COMPLETED 2014-12-15 13:52:56 2014-12-15 13:59:22 Deleted for Privacy 1418680377 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3693 COMPLETED 2014-12-16 22:27:25 2014-12-16 22:31:25 Deleted for Privacy 1418797646 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3691 COMPLETED 2014-12-23 19:42:49 2014-12-23 19:47:23 Deleted for Privacy 1419392571 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3690 COMPLETED 2014-12-16 12:28:26 2014-12-16 12:31:23 Deleted for Privacy 1418761707 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3687 COMPLETED 2014-12-15 21:37:39 2014-12-15 21:41:33 Deleted for Privacy 1418708261 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3686 COMPLETED 2014-12-18 13:15:34 2014-12-18 21:29:47 Deleted for Privacy 1418937369 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3685 COMPLETED 2014-12-15 21:41:28 2014-12-15 21:50:04 Deleted for Privacy 1418708499 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3679 COMPLETED 2014-12-15 19:37:49 2014-12-15 19:41:58 Deleted for Privacy 1418701070 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3677 COMPLETED 2014-12-16 16:44:53 2014-12-17 21:42:04 Deleted for Privacy 1418777096 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3676 COMPLETED 2014-12-15 18:29:58 2014-12-15 18:41:07 Deleted for Privacy 1418697003 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3675 COMPLETED 2014-12-22 10:11:46 2014-12-22 10:30:55 Deleted for Privacy 1419271907 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3672 COMPLETED 2014-12-15 15:44:43 2014-12-15 15:53:34 Deleted for Privacy 1418687088 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3671 COMPLETED 2014-12-18 21:35:28 2014-12-18 21:38:27 Deleted for Privacy 1418967331 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3666 COMPLETED 2014-12-15 14:10:13 2014-12-15 14:13:09 Deleted for Privacy 1418681415 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3665 COMPLETED 2014-12-15 16:05:11 2014-12-15 16:12:28 Deleted for Privacy 1418688316 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3663 COMPLETED 2014-12-15 13:57:18 2014-12-15 14:02:33 Deleted for Privacy 1418680643 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3662 COMPLETED 2014-12-15 20:17:04 2014-12-15 20:21:57 Deleted for Privacy 1418703429 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3659 COMPLETED 2014-12-15 15:55:47 2014-12-15 16:01:52 Deleted for Privacy 1418687749 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3655 COMPLETED 2014-12-16 11:16:06 2014-12-16 11:25:34 Deleted for Privacy 1418757367 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3654 COMPLETED 2014-12-15 14:16:58 2014-12-15 14:20:18 Deleted for Privacy 1418681820 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3653 COMPLETED 2014-12-20 13:49:42 2014-12-20 13:59:59 Deleted for Privacy 1419112185 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3650 COMPLETED 2014-12-19 07:56:26 2014-12-19 08:02:59 Deleted for Privacy 1419004587 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3647 COMPLETED 2014-12-15 15:40:26 2014-12-15 15:45:14 Deleted for Privacy 1418686827 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3646 COMPLETED 2014-12-15 15:43:36 2014-12-15 15:59:22 Deleted for Privacy 1418687019 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3640 COMPLETED 2014-12-18 09:53:25 2014-12-18 09:58:03 Deleted for Privacy 1418925206 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3639 COMPLETED 2014-12-15 15:17:43 2014-12-15 15:25:18 Deleted for Privacy 1418685466 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3638 COMPLETED 2014-12-16 05:14:20 2014-12-16 05:18:03 Deleted for Privacy 1418735661 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3637 COMPLETED 2014-12-16 17:52:20 2014-12-16 17:56:40 Deleted for Privacy 1418781165 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy curb painting 10/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 11/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 11/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 11/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 11/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 10/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 9/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking a traffic sign or signal 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/21/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/21/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a damaged tree 9/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 9/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 11/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 11/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/26/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Agree (4) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Neutral (3) Strongly Agree (5) Strongly Agree (5) Agree (4)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

Got it done within 48 hours!



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Disagree (2)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Disagree (2) Neutral (3)

An internet search Disagree (2) Neutral (3) Neutral (3)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Disagree (2) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Neutral (3) Neutral (3)

An internet search Neutral (3) Neutral (3) Neutral (3)

An internet search Neutral (3) Disagree (2) Agree (4)

An internet search Neutral (3) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Neutral (3) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Neutral (3) Neutral (3)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Disagree (2) Disagree (2) Agree (4) Neutral (3)

Neutral (3) Neutral (3) Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Disagree (1) Disagree (2) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Neutral (3) Agree (4) Disagree (2) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Neutral (3) Neutral (3) Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Disagree (2) Agree (4)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Disagree (2) Agree (4)

Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Disagree (2) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Strongly Agree (5) Neutral (3) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4) Neutral (3)

Agree (4) Neutral (3) Agree (4) Agree (4) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Agree (4) Neutral (3)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Agree (4) Agree (4)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Disagree (2) Neutral (3)

Agree (4) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5)

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Strongly Agree (5) Agree (4)

Neutral (3) Agree (4) Neutral (3)

Neutral (3) Strongly Agree (5) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Neutral (3)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes Don't recall

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Agree (4) Strongly Agree (5)

About once a year Agree (4) Disagree (2)

About once a month Neutral (3) Neutral (3)

About once a year Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Disagree (1)

About once a year Agree (4) Agree (4)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Neutral (3)

About once a month Agree (4) Agree (4)

About once a year Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

About once a year Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Neutral (3)

About once a year Strongly Agree (5) Strongly Disagree (1)

About once a month Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

About once a year Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)

About once a year Agree (4) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Disagree (1)

About once a year Agree (4) Agree (4)

About once a month Agree (4) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

About once a year Strongly Agree (5) Neutral (3)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Agree (4)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Neutral (3)

Strongly Disagree (1)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Agree (4)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Disagree (1)

Strongly Agree (5)

Strongly Disagree (1)

Strongly Agree (5)

Strongly Disagree (1)

Agree (4)

Strongly Agree (5)

Agree (4)

Agree (4)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

no 384

The City of San Diego did not repair anything.  The potholes are still there, larger than ever.  Also, the report I filed for dangerous potholes on Camino Del Norte, west of I-15 before Camino San Bernardo, were not even taken as the City of San Diego stated this was not in the City's jurisdiction.  Being a San Diego 

native, and a 40 year resident of north county (rancho bernardo), the area I reported is indeed in the City limits and the road is in dangerous condition.  
401

206

When writing a trouble report I like to give thorough details to help the crew who will respond.  The amount of letters you can type is too limited.  The limit should be increased. 426

The person I talked to when he was here to fix the street light knew what he was doing.  He deserves a raise. 384

It was easy, efficient and well followed through.  I was kind of amazed it actually got done! 239

Confirmation service request was done. To-date it has not been fixed. Still dangerous area
272

NO. 175

I was impressed at how quickly the city responded to my request. 231

To many roads in need of replacement 29618

It is worse nowxthen in Oct

I am seriously waiting for a sink hole. Nothing has been done. 
505

The map selecting the broken street light was difficult. Make it more user friendly please. 247

I like to use the web site but it is difficult to pin point the area. 104228

I am aware that it would be nice to completely repave San Diego, but these small local "Pot" shots work wonders for the local community. If everyone participated, there'd be a lot less complaining being vocalized!! 664

[name removed for privacy] responded to my request via email to clarify the information I gave on the online form. She has excellent customer service skills. 1148

Not at this time 525

no 176

the website for reporting street issues is probably the worst I have since the 1980's and about as current. 174

 Complete the assigned job as a professional and do not cut corners. When I submit request for road work, the request gets denied or transferred to an outside agency and just give up due to the lack of passion and dedicated from the city employees of San Diego. 432

It took several weeks for the repair after I submitted two requests and phone call 309

A service crew apparently retrieved the broken Stop sign from the alley the day after my request was sent. 288

A smooth reporting process...a little slow in responding to the repair (replacement) considering it involved neighborhood safety 362

I actually made two requests since nothing happened as a result of my first request. No response or problem fix to date. I shared my poor experience with many neighbors. Thanks. 567

My request was completely ignored.  The ticket was closed after 2-3 weeks and nothing was done to fix the broken down/missing sidewalk on Richmond north of Myrtle.  No one contacted me or followed up or did anything. 198

I did not see the work being done, but it was completed in a timely matter. 614

Online request should allow upload of pictures. City crews trimmed wrong tree. I indicated where it was located and they trimmed some shrubs across the street two houses down. Maybe they should contact the requester to make sure they are performing the correct maintenance. My tree is still untrimmed and 

dangerous. 
392

no 286

I report about the sideways problems 4 times, side strip plant is being abandon about 3 times with in the last 3 years but nothing have been completed by the city. I feel my neighborhood is totally ignore by the city. I filed a report about the street resurface about 5 times and the city has done nothing until I asked 

the city councilwoman to help about this. Then the street was finally repaired. I am surely the city street maintenance is just doing nothing to help the tax payers. They only work on those requests that only required a little effort like painting the red curve. This department is really useless for the taxpares. I suggest 

they need to have a plan for those strip plant along the side walks in Oakpark community    

943

The map on San Diego city web site where we can report problems is very hard to use to describe the location of the work which needs to be done. 277

I am surprised by how often the street lights go out in my area and how long it takes to get them fixed. It is very dark in the morning and at night and walking my dog in the dark can be a hazard. 451

no 222

No. 234
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3613 COMPLETED 2014-12-18 09:32:17 2014-12-18 09:36:14 Deleted for Privacy 1418923938 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3612 COMPLETED 2014-12-17 17:05:32 2014-12-17 17:14:37 Deleted for Privacy 1418864734 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3610 COMPLETED 2014-12-15 13:57:18 2014-12-15 14:04:31 Deleted for Privacy 1418680642 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3609 COMPLETED 2014-12-15 14:20:31 2014-12-15 14:26:20 Deleted for Privacy 1418682035 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3607 COMPLETED 2014-12-18 10:17:16 2014-12-18 10:25:19 Deleted for Privacy 1418926642 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3606 COMPLETED 2014-12-22 12:47:03 2014-12-22 12:59:55 Deleted for Privacy 1419281226 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3603 COMPLETED 2014-12-15 21:24:17 2014-12-15 21:32:29 Deleted for Privacy 1418707458 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3602 COMPLETED 2014-12-18 16:03:15 2014-12-18 16:08:38 Deleted for Privacy 1418947398 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3601 COMPLETED 2014-12-16 11:42:01 2014-12-16 11:46:12 Deleted for Privacy 1418758922 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3599 COMPLETED 2014-12-16 10:43:50 2014-12-16 11:00:20 Deleted for Privacy 1418755432 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3595 COMPLETED 2014-12-22 14:52:08 2014-12-22 14:58:26 Deleted for Privacy 1419288730 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3593 COMPLETED 2014-12-16 07:31:27 2014-12-16 07:35:41 Deleted for Privacy 1418743891 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3591 COMPLETED 2014-12-23 14:03:25 2014-12-23 14:11:35 Deleted for Privacy 1419372207 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3590 COMPLETED 2014-12-16 21:12:30 2014-12-16 21:18:31 Deleted for Privacy 1418793151 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3589 COMPLETED 2014-12-15 14:56:57 2014-12-15 15:01:59 Deleted for Privacy 1418684225 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3588 COMPLETED 2014-12-16 05:55:54 2014-12-16 06:03:37 Deleted for Privacy 1418738155 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3585 COMPLETED 2014-12-15 13:53:57 2014-12-15 14:02:51 Deleted for Privacy 1418680438 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3583 COMPLETED 2014-12-15 16:37:53 2014-12-15 16:43:15 Deleted for Privacy 1418690274 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3578 COMPLETED 2014-12-16 08:30:10 2014-12-16 08:35:08 Deleted for Privacy 1418747411 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3577 COMPLETED 2014-12-16 07:14:55 2014-12-16 07:22:47 Deleted for Privacy 1418742896 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3576 COMPLETED 2014-12-15 23:54:09 2014-12-16 00:04:59 Deleted for Privacy 1418716451 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 11/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy curb painting 11/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal storm water discharge 11/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 9/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 11/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 9/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/6/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/11/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 10/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/19/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 9/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/23/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy street name sign maintenance 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/15/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Agree (4)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Agree (4) Agree (4) Agree (4) Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Neutral (3) Strongly Agree (5) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

No great service thank you



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Neutral (3)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Agree (4)

An internet search Disagree (2) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Agree (4) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

I called a City of San Diego phone number and was directed to the correct webpage Strongly Disagree (1) Disagree (2) Strongly Disagree (1)

An internet search Disagree (2) Disagree (2) Disagree (2)

An internet search Disagree (2) Disagree (2) Neutral (3)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Neutral (3) Neutral (3)

An internet search Neutral (3) Agree (4) Agree (4)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Disagree (2) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Disagree (1) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Disagree (2) Agree (4) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Neutral (3) Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5) Disagree (2)

Disagree (2) Agree (4) Disagree (2) Disagree (2) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Strongly Disagree (1) Agree (4) Strongly Disagree (1) Agree (4) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Disagree (2) Disagree (2)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Disagree (2) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Disagree (2) Neutral (3) Neutral (3) Disagree (2) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Agree (4)

Disagree (2) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Disagree (2)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Agree (4)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Disagree (2) Neutral (3)

Strongly Disagree (1) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Agree (4)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Agree (4) Neutral (3)

Neutral (3) Strongly Agree (5) Neutral (3)

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Agree (4)

Neutral (3) Agree (4) Neutral (3)

Agree (4) Neutral (3) Disagree (2)

Agree (4) Disagree (2) Disagree (2)

Agree (4) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4)

Agree (4) Agree (4) Agree (4)

Disagree (2) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes Yes Disagree (2)

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a year Agree (4) Neutral (3)

About once a month Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Neutral (3)

About once a month Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

About once a month Strongly Agree (5) Neutral (3)

About once a year Neutral (3) Disagree (2)

About once a month Strongly Agree (5) Neutral (3)

About once a year Neutral (3) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Disagree (1)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a year Agree (4) Neutral (3)

About once a year Agree (4) Agree (4)

About once a year Disagree (2) Neutral (3)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Disagree (1) Strongly Disagree (1)

About once a year Agree (4) Strongly Disagree (1)

About once a month Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Strongly Disagree (1)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Neutral (3)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Agree (4)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Disagree (1)

Neutral (3)

Strongly Agree (5)

Agree (4)

Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4)

Agree (4)

Strongly Agree (5)

Agree (4)

Strongly Disagree (1)

Neutral (3)

Strongly Agree (5)

Neutral (3)

Strongly Agree (5)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

The repairs were never done even though I received an email saying it was completed. 437

no 307

N/A 148

The service response was within a few days of my call. 358

The reason my review did not provide a stellar review is because I felt the SD City Crew only did 1/2 the job.  The request was submitted because of 2 trees.  1st tree was overhanging over the street making it unable to park and on the other side was blocking the sidewalk.   The other tree was on the corner of the 

property owners yard and blocking the sidewalk.   If the SD City crew is unable to clear the 2nd tree because its on private property and blocking the city sidewalk then I would have expected the SD City crew to notify the home owner of their need to trim the tree to provide a clear path on the sidewalk.
440

They fixed it pretty quick. I'm guessing they did because it was right in front of SPAWAR on Pac Hwy ;-)) 325

The repair was more of a temporary fix 270

322

The sidewalk was quickly repaired by friendly workers ... but blacktop on top of a concrete sidewalk does not look good. 236

Sometimes I have to call in a request, in addition to reporting online because nothing happens.  I've emailed someone in the the department 12/12 but hadn't heard back, so I emailed again today.  Only then he responded, saying I should report online or call it in.  I had to follow up on my own email.  No sense of 

urgency.
543

The customer service was not helpful. They tried to pawn the problem off to another agency and we were left not knowing if the City would send a crew out to fix the problem or if we had to call the other agency. 428

Referring to the incident in question, there was a mattress and several boards stacked in the alley against the side of my garage. This was during the time when there were multiple fires on multiple nights in my City Heights neighborhood. The materials were not removed for more than a week. During this time, I 

called to follow up multiple times, and the woman I spoke with was very polite, but was unable to give me any information about why there was a delay until my final call, where she let me know it was because the person tasked with handling these requests was on vacation and no one was covering for her, which 

is a ridiculous way to run an office. 

344

I was sent to multiple departments for plumbing leak caused by a City tree. I still don't have a response to my issue. 476

They didn't even look at the problem and just said it was fixed, when it is not.  Wasted my time, useless service. 769

I was told my request may take up to 48 months (4 years) to be looked at.  This is ridiculous!  After four years, the tree will most likely have fallen and killed someone by then. 491

I was very happy with the response time to my issue as well as the feedback that the problem had been resolved. 320

I reported that street lights did not go out during the day in my neighborhood. There is no option to report that problem. I used the option to report street lights out. 250

None. 988

If I remember correctly, I reported a large tree branch that was blocking the sidewalk and the right lane/shoulder of the road. It was removed that day, but I"m not sure if it was the City or the local businesses. Weeks later, I had a notice that my service request of removing tree branches blocking views was 

completed. I'm not sure if it took a long time to respond or if they did not understand my request. 

I find it easier to call into other city services as I often spot issues while I am driving. I can't complete an online form while driving so often my service requests are delayed or forgotten.

376

na 250

No! 488

No, thanks. 360

Nothing. 294

I  first made a telephone call in August because i couldn't report the problem on a a smart phone and  i was told it works only with  a computer but that the City rep would make the report for me. I waited two months without hearing back or having anything resolved. Then I went on a computer and made the 

electronic request. No one contacted me and then one day I found a small asphalt patch on onlu ine part of the broken concrete I had reported, when I asked why this was done in such a fashion I was informed that it wasn't the City's responsibility to fix broken sidewalks but the homeowner had to do it.
462

In the case I reported, it became obvious that the City is more concerned with allowing moving traffic violations to appease a business owner than with insuring public safety. 533

I had previously reported a street maintenance problem on my street which has gone unanswered and has not been responded to. I even tried my city council member and got nowhere.The problem is still there and is a safety issue. Not a good experience with this submittal. 321

Tracking the response to my request proved illusive. I would rather have the city say it will be X weeks before they can respond rather than not know any information on the repair. 297

The issue was clearly explained in my initial email. The person sent out to observe the signage - either did not understand the issue or just did not go a step further to see the issue. I had to call the department and explain again. The issue was then quickly resolved. 470

My request was to resurface the entire street of Jutland Dr. Large, over the limit weight trucks are responsible for these pothole and major cracks and dips on this road. This is a major traffic street that leads to Costco on Morena Blvd. City fixed the potholes and no more response as to resurfacing the street. 648



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

16 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3575 COMPLETED 2014-12-15 17:33:37 2014-12-15 17:45:50 Deleted for Privacy 1418693621 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3574 COMPLETED 2014-12-18 15:28:14 2014-12-18 15:42:40 Deleted for Privacy 1418945296 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3572 COMPLETED 2014-12-15 18:23:48 2014-12-15 18:29:54 Deleted for Privacy 1418696630 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3571 COMPLETED 2014-12-17 14:41:54 2014-12-17 14:45:43 Deleted for Privacy 1418856115 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3570 COMPLETED 2014-12-23 18:11:20 2014-12-23 18:20:24 Deleted for Privacy 1419387082 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3568 COMPLETED 2014-12-16 16:04:05 2014-12-16 16:13:58 Deleted for Privacy 1418774672 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3566 COMPLETED 2014-12-15 13:54:06 2014-12-15 13:58:27 Deleted for Privacy 1418680448 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3565 COMPLETED 2014-12-22 09:42:40 2014-12-22 09:48:10 Deleted for Privacy 1419270162 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3564 COMPLETED 2014-12-15 22:04:37 2014-12-15 22:18:19 Deleted for Privacy 1418709886 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3559 COMPLETED 2014-12-15 14:26:52 2014-12-15 14:31:00 Deleted for Privacy 1418682413 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3558 COMPLETED 2014-12-15 16:39:57 2014-12-15 16:44:37 Deleted for Privacy 1418690400 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3557 COMPLETED 2014-12-15 13:53:39 2014-12-15 13:58:29 Deleted for Privacy 1418680421 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3554 COMPLETED 2014-12-18 09:16:26 2014-12-18 09:19:09 Deleted for Privacy 1418922988 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3552 COMPLETED 2014-12-22 14:26:49 2014-12-22 14:34:00 Deleted for Privacy 1419287211 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3551 COMPLETED 2014-12-15 20:17:41 2014-12-19 16:50:24 Deleted for Privacy 1418703468 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3550 COMPLETED 2014-12-15 13:52:22 2014-12-15 14:04:42 Deleted for Privacy 1418680368 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3548 COMPLETED 2014-12-15 14:11:21 2014-12-15 14:17:05 Deleted for Privacy 1418681483 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3547 COMPLETED 2014-12-19 13:46:36 2014-12-22 14:15:53 Deleted for Privacy 1419025601 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3546 COMPLETED 2014-12-18 11:42:19 2014-12-18 11:52:53 Deleted for Privacy 1418931741 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3545 COMPLETED 2014-12-15 20:26:28 2014-12-15 20:31:24 Deleted for Privacy 1418703989 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3544 COMPLETED 2014-12-15 18:08:19 2014-12-15 18:11:23 Deleted for Privacy 1418695700 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3543 COMPLETED 2014-12-15 18:22:06 2014-12-15 18:27:28 Deleted for Privacy 1418696528 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3542 COMPLETED 2014-12-23 12:09:06 2014-12-23 12:11:51 Deleted for Privacy 1419365348 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3540 COMPLETED 2014-12-18 09:32:08 2014-12-18 09:36:06 Deleted for Privacy 1418923929 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3539 COMPLETED 2014-12-15 16:47:44 2014-12-15 16:50:01 Deleted for Privacy 1418690866 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3538 COMPLETED 2014-12-15 14:45:19 2014-12-15 14:48:47 Deleted for Privacy 1418683520 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3536 COMPLETED 2014-12-15 15:50:47 2014-12-15 15:56:05 Deleted for Privacy 1418687449 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy
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QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy curb painting 10/10/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a damaged tree 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 11/13/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 10/12/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy tree maintenance 9/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy illegal dumping 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/24/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/18/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 9/5/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken storm drain inlet 10/7/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy graffiti removal 10/30/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 11/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 9/18/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Neutral (3) Disagree (2)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Neutral (3) Agree (4) Agree (4)

An internet search Strongly Disagree (1) Agree (4) Disagree (2)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Disagree (2) Neutral (3) Disagree (2)

I found the correct webpage some other way Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Agree (4) Disagree (2) Disagree (2)

An internet search Agree (4) Agree (4) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I called a City of San Diego phone number and was directed to the correct webpage Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I called a City of San Diego phone number and was directed to the correct webpage Disagree (2) Disagree (2) Strongly Disagree (1)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

I found the correct webpage some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Neutral (3) Disagree (2) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Disagree (2) Strongly Agree (5) Disagree (2)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Disagree (2)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Disagree (1) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4) Agree (4)

Strongly Disagree (1) Neutral (3) Strongly Disagree (1) Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Disagree (2) Disagree (2)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Agree (4) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Disagree (2)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Disagree (2)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Neutral (3) Agree (4) Agree (4) Agree (4) Strongly Disagree (1)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4) Agree (4) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Agree (5) Agree (4)

Disagree (2) Neutral (3) Neutral (3)

Neutral (3) Agree (4) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Disagree (2)

Strongly Disagree (1) Disagree (2) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Agree (4) Neutral (3)

Neutral (3) Agree (4) Neutral (3)

Disagree (2) Neutral (3) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Disagree (2)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Neutral (3)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Neutral (3)

Agree (4) Agree (4) Strongly Disagree (1)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A smartphone app or social media account to submit all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. Don't recall

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Better trained customer service representatives to direct me where to submit different types of service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No

Nothing – I already find it very easy to submit service requests to the City of San Diego. Yes No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single phone number to submit all City of San Diego service requests. Yes Yes Agree (4)

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)

About once a week or more Strongly Agree (5) Disagree (2)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Agree (5)

About once a year Strongly Agree (5) Disagree (2)

About once a year Disagree (2) Disagree (2)

About once a year Strongly Agree (5) Agree (4)

About once a year Neutral (3) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a year Strongly Disagree (1) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Strongly Disagree (1)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a year Agree (4) Disagree (2)

About once a month Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Agree (5)

About once a year Agree (4) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Neutral (3)

About once a month Agree (4) Agree (4)

About once a year Agree (4) Agree (4)

About once a month Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

About once a month Agree (4) Strongly Agree (5)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Agree (4)

Agree (4)

Neutral (3)

Strongly Agree (5)

Strongly Disagree (1)

Agree (4)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Neutral (3)

Strongly Disagree (1)

Disagree (2)

Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Agree (4)

Agree (4)

Strongly Agree (5)

Agree (4)

Disagree (2)

Agree (4)

Strongly Disagree (1)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

Yes I am still waiting for the work to be done , after speaking with the man on the telephone who came out to look at the mess I have heard nothing more and when I email for a request as to when they may be coming the Amswr I got was [name removed for privacy] you have to call city of escondido!

But I'm in the San diego county zone so escondido will not come out!!!
729

I have submit one service request five (5) times and to this date it have not been completed. Why? And I have not been told why not. What do that tell you about service request. I will continue to submit my service request until the job is complete. 864

I made my request and I think the next day or two, the City HAD completed the request........you can't get better than that.... 364

I was shocked that the tree was removed immediately - even before I got home that day!  Thank you!! 228

The real problem is a city tree. That is lifting the sidewalk. I just don't know why they don't resolve the issue by removing the tree instead of patching the sidewalk with asphalt. The sidewalk is so far gone it really should be replaced 541

The work from my service request is unfinished.  There are still traffic cones and a-frames onsite.  They did not address the need for new "No Parking" signs to be installed on San Andres Dr. 566

no 258

No. 328

I noticed a link to the complaint form on the main city webpage by accident. I had not heard of it before and simply took the opportunity to mention a burning issue. It would be very useful if this webpage came up in a search engine search more readily. 813

the work has not been done!  There is still a huge indentation in front of 4912 W Mtn Vw Drive.  I am disabled and have a scooter on the back of my car.  It damn near flies off going over that bump.  I slow way down, but am at risk of someone else rear ending me.  It appears I am slowing down for no apparent 

reason.  
246

none 276

Once I found the appropriate webpage, it was easy and straightforward.  Repair done in an expedient manner. 288

No 160

I understand from a neighbor who contacted the council representative that the street with the potholes will be asphalted in 2015, but no one told me this and the potholes are still there in the mean time and have been there for several years now.  I understand the need to prioritize but at least fill the dang potholes 

so my car isn't so abused in the meantime. Oh and better communication, instead of "your request has been completed" would be appreciated, especially because it won't be completed until 2015 and I first reported in in 2013.
429

The city still hasn't done anything. We live in a low income community and I have come to realize this is how the city treats is communities of color 333155

The City employees were rude, inconsiderate, and a subadquate job.  The street looks worst and there was no clean up afterwards.  I wanted to participate in the 5o/50 replacement program and there was no way over the phone they would talk to me or my husband.  They said to fill out the on line form and that 

was all I could do.

Our street looks worse, looks like someone dropped a buckle of tar and ran off.  Tried to communicate through other departments and had no luck.

714

The quality of the repair work that was performed is poor. 341

I very much appreciate the service your staff provided! 260952

Street sign "CAMINO HUERTA" starts with 7800 not 7700.  

Confusing, as across street is Camino Glorita, starts with 7700.  Have to see in order to understand. Huerta east side, Glorita west side.
632

Nothing extra 294

Very simple process, and very quick response.  I liked it! 183

The service request was easy to fill out except when they asked if I wanted to use a map application. I couldn't figure that out so just provided the location of the street light that was out using street name and nearby house number. 320

N/A 163

Not at the moment 237

Nothing comes to mind 135

It would be great if the City was more pro-active in seeing these issues themselves. Often people in my neighborhood damage road signs with their garage sale signs and no one ever addresses that issue. Maybe if they started fining people we'd have less maintenance. Fixing the damage is fixing the symptom and 

not the problem.
207

A week or so after the request I received an email that the light had been looked at and it was fine.  The problem is IT IS NOT FINE.  The left turn light (to nowhere) still triggers unnecessarily causing south bound traffic to have to stop for no apparent reason. 315

No work has been done so far. 269

Great job! 175

Yes the city DID NOT fix the issue that I reported. They fixed another issue that honestly did not need to be fixed.  I called to report the misunderstanding and heard nothing back. 

The curb popped my car tire!
203

There is already a artphone app called SD311 which works just fine and is simple to use. It should be promoted more to ensure the public is aware of its existence. 475
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2 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3528 COMPLETED 2014-12-22 11:21:07 2014-12-22 11:39:36 Deleted for Privacy 1419276074 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3527 COMPLETED 2014-12-15 15:58:59 2014-12-15 16:02:43 Deleted for Privacy 1418687940 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3525 COMPLETED 2014-12-15 13:58:23 2014-12-15 14:03:54 Deleted for Privacy 1418680705 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3524 COMPLETED 2014-12-23 08:53:27 2014-12-23 08:57:47 Deleted for Privacy 1419353608 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3522 COMPLETED 2014-12-22 16:05:10 2014-12-22 16:09:16 Deleted for Privacy 1419293111 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3520 COMPLETED 2014-12-15 13:53:10 2014-12-15 13:59:49 Deleted for Privacy 1418680392 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3519 COMPLETED 2014-12-15 16:41:47 2014-12-15 16:47:03 Deleted for Privacy 1418690508 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3518 COMPLETED 2014-12-15 14:57:52 2014-12-15 15:02:51 Deleted for Privacy 1418684274 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3514 COMPLETED 2014-12-24 01:07:42 2014-12-24 01:29:58 Deleted for Privacy 1419412063 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3509 COMPLETED 2014-12-15 21:26:49 2014-12-15 21:36:23 Deleted for Privacy 1418707642 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3508 COMPLETED 2014-12-15 16:45:07 2014-12-15 16:56:10 Deleted for Privacy 1418691187 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3507 COMPLETED 2014-12-18 12:41:50 2014-12-18 12:44:55 Deleted for Privacy 1418935310 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3506 COMPLETED 2014-12-15 14:24:51 2014-12-15 14:29:18 Deleted for Privacy 1418682293 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3505 COMPLETED 2014-12-18 11:52:07 2014-12-18 11:55:32 Deleted for Privacy 1418932329 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3502 COMPLETED 2014-12-15 21:35:56 2014-12-15 21:38:15 Deleted for Privacy 1418708157 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3500 COMPLETED 2014-12-15 22:35:40 2014-12-15 22:42:43 Deleted for Privacy 1418711745 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3499 COMPLETED 2014-12-15 17:55:24 2014-12-22 19:52:40 Deleted for Privacy 1418695054 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3497 COMPLETED 2014-12-16 09:01:53 2014-12-16 09:05:22 Deleted for Privacy 1418749314 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3495 COMPLETED 2014-12-24 09:13:27 2014-12-24 09:16:59 Deleted for Privacy 1419441208 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3492 COMPLETED 2014-12-15 15:07:51 2014-12-15 15:11:26 Deleted for Privacy 1418684875 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3490 COMPLETED 2014-12-16 08:09:11 2014-12-16 11:59:53 Deleted for Privacy 1418746152 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3489 COMPLETED 2014-12-15 14:25:52 2014-12-15 14:32:53 Deleted for Privacy 1418682354 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3488 COMPLETED 2014-12-22 09:56:58 2014-12-22 09:58:30 Deleted for Privacy 1419271019 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3486 COMPLETED 2014-12-18 09:17:51 2014-12-18 09:21:26 Deleted for Privacy 1418923073 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3483 COMPLETED 2014-12-22 17:42:27 2014-12-22 17:51:10 Deleted for Privacy 1419298948 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3481 COMPLETED 2014-12-15 13:53:35 2014-12-15 13:56:09 Deleted for Privacy 1418680417 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3478 COMPLETED 2014-12-15 14:29:11 2014-12-15 16:35:12 Deleted for Privacy 1418682553 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/4/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a tree blocking the street or sidewalk 10/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/31/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy removal of debris from the street 11/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/29/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/2/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 11/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/14/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 9/24/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy sidewalk maintenance 9/9/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/27/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/26/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/28/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/24/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/20/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy traffic sign maintenance 10/1/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 9/22/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy minor street repairs 10/3/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 9/16/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken street light 10/15/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy pothole repair 9/17/2014 Online

Deleted for Privacy Deleted for Privacy Deleted for Privacy Online English Deleted for Privacy a broken traffic signal 11/12/2014 Online



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Agree (4) Agree (4) Agree (4) Neutral (3) Agree (4)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single phone number to submit all City of San Diego service requests. Yes No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Disagree (2) Disagree (2) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

Have no problem with the reporting and preliminary work leading up to the work to be done. Actual work to be done to complete the repair has ben put on hold. I have been informed that my work has been put in a queue and it will be approximately 6 months to a year before it will be completed  

thank you



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Agree (4) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Disagree (2) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)

I found the correct webpage some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Neutral (3) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Neutral (3) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Agree (4)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Agree (4) Neutral (3)

An internet search Strongly Agree (5) Neutral (3) Agree (4)

I found the correct webpage some other way Strongly Disagree (1) Disagree (2) Disagree (2)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Neutral (3) Disagree (2) Strongly Disagree (1) Agree (4) Agree (4)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Disagree (2)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4) Neutral (3)

Disagree (2) Disagree (2) Strongly Disagree (1) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Agree (4) Agree (4) Disagree (2)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Agree (4) Strongly Disagree (1) Disagree (2) Disagree (2)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5) Neutral (3)

Agree (4) Disagree (2) Disagree (2) Agree (4) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4) Strongly Agree (5)

Agree (4) Neutral (3) Strongly Agree (5) Agree (4) Neutral (3)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4) Agree (4) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3) Agree (4) Neutral (3)

Strongly Disagree (1) Neutral (3) Agree (4) Agree (4) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Disagree (2) Agree (4)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Disagree (2) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Neutral (3)

Disagree (2) Neutral (3) Neutral (3)

Neutral (3) Neutral (3) Disagree (2)

Agree (4) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3)

Neutral (3) Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Agree (4)

Strongly Disagree (1) Disagree (2) Strongly Disagree (1)

Neutral (3) Strongly Agree (5) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Neutral (3) Neutral (3)

Agree (4) Agree (4) Strongly Disagree (1)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Strongly Agree (5)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Disagree (1)

About once a year Disagree (2) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Disagree (2)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a month Strongly Agree (5) Agree (4)

About once a year Neutral (3) Strongly Agree (5)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)

About once a year Agree (4) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a year Strongly Agree (5) Disagree (2)

About once a year Agree (4) Strongly Agree (5)

About once a month Agree (4) Disagree (2)

About once a month Agree (4) Disagree (2)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Agree (4)

About once a month Strongly Agree (5) Neutral (3)

About once a month Strongly Agree (5) Agree (4)

About once a month Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

About once a year Neutral (3) Agree (4)

About once a year Disagree (2) Strongly Disagree (1)

About once a year Strongly Agree (5) Agree (4)

About once a year Neutral (3) Disagree (2)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Disagree (2)

Strongly Disagree (1)

Agree (4)

Neutral (3)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Agree (4)

Agree (4)

Disagree (2)

Strongly Agree (5)

Agree (4)

Agree (4)

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)

Neutral (3)

Agree (4)

Strongly Agree (5)

Agree (4)

Agree (4)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

Because there was no attempt made on the city's part to contact me personally to discuss the issue I had, I feel like they easily dismissed the issue and I would have been willing to partially pay for side walk. Because they didn't care much about the issue I fell a bit indifferent to their lack of interest in public safety. 

I am still not sure what my responsibilities are when it comes to taking care of the lifted side walk. If some one gets hurt I'm sure I could be responsible in their eyes. But they were not willing to address me personally in even explaining how I should take care of the issue. One big question I have is : Can I just pick 

any one in the phone book willing to fix the extremely lifted concrete? What does it have to take to have something done? Some one getting hurt? There are other issues in right of way areas in my own neighborhood that could also cause accidents by pedestrians. I used to live in North County San Diego and feel all 

of the other people who I knew of dealing with city problems like this had much better customer service. Thank you for allowing me to voice my concern. Sincerily, [name and phone number removed for privacy]

1102

After I submitted my request, it was closed out with no reason given.  More follow-up that included why my request was denied would be helpful.  223

I've received a service request number, followed up with a phone call and now have a survey request.  What I would like is the assigned contractor to come out and do the job!  It still hasn't been addressed and is listed as In-Process! Typical government failure. 328

The repair done at 4233 E Overlook, SD, CA 92115 was insufficient for the damage.  The crew which came out did a minimal amount of work which spanned about 1/3 of the property frontage (all of which is damaged) and completely ignored the neighboring 4 properties which all have similar damage.  With only 

partial repair this minimal work will erode quickly and the issue will be as bad as it was before.  Why would this crew put forth such a minimal time/effort once out here.  This is a poor use of city resources.
259

No 245

Is there was better preventive maintenance, in regards to roadways, I wouldn't have to make frequent requests. 397

I've reported broken street lights in the past and have found the response to always prompt. 315

Nothing comes to mind 296

1335

N/A 540

No 182

I was not satisfied with the response from the City of San Diego 185

I was pleasantly surprised on how quickly the work was done. 264

What I requested and what was done were 2 different things...very disappointed. 203

Requesting service is easy. Crews are quick to address matter 137

I submitted a request to fix all of the numerous potholes along Regents Rd (between regents park row and health sciences drive) since I and many others bike every day to work on this road. I was very happy to see some maintenance done on regents road - but there was only a couple meters stretch that was fixed. 

The whole road (on both sides going north or south) is horrendous and there are multiple potholes yet to be fixed. Any negative remarks I had on this survey are just due to the fact that only one little section was fixed. If you were already planning on going ahead to fix the others - I apologize for the negativity. 

Thanks

418

Online system allows for a map to street light that user can pin point to determine failing light.  However technicians often call asking for directions.  Do technicians recieve map or just text information?  I have been asked by a technician to put black electrical tape around failing light pole so he can easily identify the 

failing street light.  So there are some improvements needed to give right info to technicians.

The turn around time for requests is about 1-2 weeks for City, while 2-3 days for County.  Please look for improved efficiency to reduce the time.

When tickets are closed, I have often seen the lights are still not repaired.  Please add a resolution field that tells me if lights were fixes, technician did not find the light, technician did not find a problem when he visited etc.  Currently I do not know why my ticket for support was closed.

611706

The only thing I remember being frustrated with when reporting the pothole using the online website was that the mapping application (where you 'pin point' the location) was very difficult and awkward to use.  Other than that the process was simple. 208

In the past, they have responded by doing the repairs. this time, both potholes remain unrepaired.  Why? 211

No 211

Sometimes I get an email response saying the work has been completed when nothing has been done. I think I should be informed more fully as to what the conclusions were - telephone call from the person in charge. 13841

Nothing was done to address my request. Still waiting. Very discouraging, hence why I hesitate to make further requests that will likely also be ignored. 419

91

No 212

No. 521

Repair the holes better so the asphalt doesnt crumble again. 152

It took several requests and finally a plea to my council person to get a response. Unfortunately, the fix on the stop light was temporary and it is back to not working correctly. 7559



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

18 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

22 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

6 min Passed all programmed checks Completed

1 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

2 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3456 COMPLETED 2014-12-17 13:57:52 2014-12-17 14:05:51 Deleted for Privacy 1418853474 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3442 COMPLETED 2014-12-20 15:58:20 2014-12-20 16:05:41 Deleted for Privacy 1419119902 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3440 COMPLETED 2014-12-15 19:38:50 2014-12-15 19:50:18 Deleted for Privacy 1418701131 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3430 COMPLETED 2014-12-19 19:35:54 2014-12-19 19:45:45 Deleted for Privacy 1419046555 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3391 COMPLETED 2014-12-16 17:48:15 2014-12-16 17:55:24 Deleted for Privacy 1418780897 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3378 COMPLETED 2014-12-22 15:06:08 2014-12-22 15:12:57 Deleted for Privacy 1419289570 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3336 COMPLETED 2014-12-22 15:38:55 2014-12-22 15:45:07 Deleted for Privacy 1419291536 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3328 COMPLETED 2014-12-22 16:56:17 2014-12-22 17:03:35 Deleted for Privacy 1419296178 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3308 COMPLETED 2014-12-15 18:57:46 2014-12-15 19:03:59 Deleted for Privacy 1418698667 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3307 COMPLETED 2014-12-22 14:50:13 2014-12-22 14:57:54 Deleted for Privacy 1419288614 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3284 COMPLETED 2014-12-18 19:53:40 2014-12-18 20:01:56 Deleted for Privacy 1418961220 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3260 COMPLETED 2014-12-22 16:51:16 2014-12-22 17:02:25 Deleted for Privacy 1419295877 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3240 COMPLETED 2014-12-18 13:14:34 2014-12-18 13:20:49 Deleted for Privacy 1418937275 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3181 COMPLETED 2014-12-16 16:47:41 2014-12-16 16:54:40 Deleted for Privacy 1418777266 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3180 COMPLETED 2014-12-15 19:16:39 2014-12-17 14:36:12 Deleted for Privacy 1418699800 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3166 COMPLETED 2014-12-16 16:40:38 2014-12-16 16:51:13 Deleted for Privacy 1418776841 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3154 COMPLETED 2014-12-17 12:45:23 2014-12-17 12:59:23 Deleted for Privacy 1418849123 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3147 COMPLETED 2014-12-16 16:13:26 2014-12-16 16:23:05 Deleted for Privacy 1418775207 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3144 COMPLETED 2014-12-16 16:06:36 2014-12-16 16:14:10 Deleted for Privacy 1418774800 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3143 COMPLETED 2014-12-19 19:01:23 2014-12-19 19:07:47 Deleted for Privacy 1419044485 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3127 COMPLETED 2014-12-15 19:15:14 2014-12-15 19:24:03 Deleted for Privacy 1418699715 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 9/2/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy graffiti removal 9/2/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy traffic sign maintenance 9/2/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/2/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/2/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy weed removal 9/3/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/3/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/3/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/3/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/3/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a noisy manhole cover           9/4/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/4/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 9/5/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/6/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/6/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy tree maintenance 9/8/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/8/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/8/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy vegetation blocking the sidewalk 9/8/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/8/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/8/2014 5481



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Neutral (3) Strongly Agree (5)

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Agree (4) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Disagree (1) Disagree (2) Neutral (3)

I called a different City of San Diego phone number and was directed or transferred to the correct number Neutral (3) Strongly Agree (5) Neutral (3)

An internet search Agree (4) Strongly Disagree (1) Strongly Disagree (1)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Agree (4) Neutral (3)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Strongly Agree (5) Agree (4) Neutral (3)

The phone book Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Neutral (3)

I found the correct number some other way Neutral (3) Strongly Agree (5) Strongly Agree (5)

The phone book Agree (4) Agree (4) Disagree (2)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4) Neutral (3)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Neutral (3) Neutral (3) Agree (4) Agree (4) Disagree (2)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Disagree (2) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Agree (4) Strongly Disagree (1) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Disagree (2) Agree (4) Agree (4) Strongly Disagree (1)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Agree (4)

Neutral (3) Strongly Disagree (1) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Disagree (2) Disagree (2) Neutral (3)

Neutral (3) Disagree (2) Neutral (3) Neutral (3)

Strongly Agree (5) Neutral (3) Neutral (3) Neutral (3)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A smartphone app or social media account to submit all City of San Diego 

service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. Yes Yes Strongly agree (5) About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A smartphone app or social media account to submit all City of San Diego 

service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Neutral (3) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5)

Agree (4) Disagree (2) Disagree (2)

Neutral (3) Agree (4) Strongly Agree (5)

Neutral (3) Strongly Disagree (1) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4)

Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Neutral (3)

Disagree (2) Neutral (3) Neutral (3)

Agree (4) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Agree (4) Disagree (2) Agree (4)

Agree (4) Agree (4) Agree (4)

Neutral (3) Strongly Disagree (1) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

The person who made the request should be notified when when the request is resolved. The graffiti was lightened but i can still see the graffiti.

It was a very inportent sign that was telling people to slow down because there was a sharp turn coming up ... 

I would recommend that they do the survey sooner than three months after the event and I would recommend they modify their web page layout so its easier to find the different phone numbers

Anything at all? Nothing

none

The City of San Diego sucks.

none

I called in September and there's still a hole in the ground.The original request is probably still on record.

Nothing...

More immediate response to the telephone messages.I left 3 or 4 messages with no response, I waited about a month til I got a response.

Nothing else.

no

Nothing was never done. No one has ever come out.  I requested the removal of this tree that is poisonous to my dog. I am still waiting for the City to respond to my request

Another one of my concern was the tree. The roots are going into the plumbing in the bathroom.This was in my service request. The tree roots are going to my property and it is damaging my house.

Nothing else, they didn't about it.

no

none



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Agree (4) Agree (4)

I called a City of San Diego phone number and was directed to the correct webpage Disagree (2) Agree (4) Neutral (3)

I found the correct webpage some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Neutral (3) Neutral (3)

Neutral (3) Strongly Agree (5) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Strongly Disagree (1)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Neutral (3)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Disagree (1) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Strongly Agree (5)

Agree (4)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

In specific to this job the street is so messed up it needs more than just pot hole fills it needs to be redone 476

438

687

590

426

none 406

371

437

372

460

496

668

374

413

Nothing else. 155972

631

840

578

no 450

382

527



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

7 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

10 min Passed all programmed checks Completed

14 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

3104 COMPLETED 2014-12-15 18:36:44 2014-12-15 18:48:59 Deleted for Privacy 1418697405 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3095 COMPLETED 2014-12-19 13:52:14 2014-12-19 14:00:08 Deleted for Privacy 1419025935 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3071 COMPLETED 2014-12-17 16:14:27 2014-12-17 16:20:49 Deleted for Privacy 1418861668 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3068 COMPLETED 2014-12-22 15:21:43 2014-12-22 15:35:52 Deleted for Privacy 1419290505 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3064 COMPLETED 2014-12-17 14:43:48 2014-12-17 14:52:00 Deleted for Privacy 1418856229 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3020 COMPLETED 2014-12-22 15:58:20 2014-12-22 16:06:58 Deleted for Privacy 1419292701 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3010 COMPLETED 2014-12-22 14:51:05 2014-12-22 14:59:27 Deleted for Privacy 1419288667 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

3004 COMPLETED 2014-12-18 17:55:05 2014-12-18 18:02:02 Deleted for Privacy 1418954106 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2995 COMPLETED 2014-12-20 11:49:42 2014-12-20 11:54:14 Deleted for Privacy 1419104983 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2966 COMPLETED 2014-12-17 16:14:44 2014-12-17 16:20:33 Deleted for Privacy 1418861685 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2965 COMPLETED 2014-12-15 18:16:01 2014-12-15 18:24:37 Deleted for Privacy 1418696163 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2961 COMPLETED 2014-12-18 16:39:57 2014-12-18 16:48:45 Deleted for Privacy 1418949597 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2956 COMPLETED 2014-12-16 16:41:51 2014-12-16 16:49:00 Deleted for Privacy 1418776913 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2947 COMPLETED 2014-12-15 19:47:04 2014-12-15 19:55:21 Deleted for Privacy 1418701625 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2919 COMPLETED 2014-12-20 16:22:48 2014-12-20 16:32:07 Deleted for Privacy 1419121374 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2908 COMPLETED 2014-12-18 12:51:20 2014-12-18 12:55:38 Deleted for Privacy 1418935881 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2897 COMPLETED 2014-12-19 17:06:03 2014-12-19 17:20:39 Deleted for Privacy 1419037566 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2862 COMPLETED 2014-12-20 17:15:21 2014-12-20 17:21:27 Deleted for Privacy 1419124523 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2848 COMPLETED 2014-12-18 15:36:10 2014-12-18 15:40:50 Deleted for Privacy 1418945771 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2831 COMPLETED 2014-12-19 12:29:59 2014-12-19 12:37:47 Deleted for Privacy 1419021000 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2822 COMPLETED 2014-12-17 19:19:33 2014-12-17 19:24:30 Deleted for Privacy 1418872775 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2820 COMPLETED 2014-12-18 16:40:46 2014-12-18 16:47:17 Deleted for Privacy 1418949650 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2802 COMPLETED 2014-12-22 17:09:10 2014-12-22 17:14:40 Deleted for Privacy 1419296952 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2790 COMPLETED 2014-12-19 12:44:29 2014-12-19 13:04:05 Deleted for Privacy 1419021870 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2758 COMPLETED 2014-12-20 16:55:10 2014-12-20 17:01:48 Deleted for Privacy 1419123314 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/8/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/8/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 9/9/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a clogged storm drain 9/9/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                9/9/2014 5363

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 9/10/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/10/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/10/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/10/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy tree maintenance 9/11/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 9/11/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy graffiti removal 9/11/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/11/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/11/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy tree maintenance 9/12/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a clogged storm drain 9/12/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/12/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/12/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/13/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/15/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 9/15/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 9/15/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/15/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/15/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy curb painting 9/16/2014 5481



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

I called a different City of San Diego phone number and was directed or transferred to the correct number Disagree (2) Disagree (2) Disagree (2)

I found the correct number some other way Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Strongly Disagree (1) Agree (4) Strongly Disagree (1)

An internet search Agree (4) Strongly Agree (5) Agree (4)

I already knew where to call from submitting a previous service request Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Agree (4) Agree (4) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4) Strongly Agree (5)

An internet search Disagree (2) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Neutral (3) Disagree (2)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

An internet search Strongly Agree (5) Disagree (2) Neutral (3)

An internet search Agree (4) Agree (4) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Neutral (3) Neutral (3) Neutral (3)

The phone book Disagree (2) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Neutral (3)

An internet search Neutral (3) Agree (4) Agree (4)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Disagree (1) Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Disagree (1)

Agree (4) Strongly Disagree (1) Neutral (3) Agree (4) Disagree (2)

Disagree (2) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Disagree (2) Strongly Agree (5)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Agree (4) Agree (4) Strongly Agree (5)

Disagree (2) Agree (4) Neutral (3) Agree (4) Agree (4)

Agree (4) Agree (4) Strongly Disagree (1) Agree (4) Disagree (2)

Agree (4) Disagree (2) Neutral (3) Neutral (3) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3) Neutral (3) Neutral (3)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Disagree (1) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Neutral (3) Neutral (3) Neutral (3) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4)

Neutral (3) Agree (4) Agree (4) Agree (4)

Agree (4) Neutral (3) Agree (4) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Neutral (3) Disagree (2)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Neutral (3) Neutral (3) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Disagree (1)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
Yes No About once a month

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A smartphone app or social media account to submit all City of San Diego 

service requests.
No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Don't recall About once a month

A single phone number to submit all City of San Diego service requests. No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Agree (4) Neutral (3) Agree (4)

Agree (4) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Neutral (3) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Neutral (3) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3)

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

With the drought and the City asking the people with reporting mismanagement of water, having a single number and proper trained employees to direct the complaint properly would be very helpful.

I want to know, how many times would you have to call in to the City to get a response for the same thing. 

Nothing..

I would love to be replaced with the new plants that were destroyed with the tree trimming that they did and digging of pipes. I took 5 years to deal with getting a swale at the end of the street. But now the canyon is eroding due to the pipes that were put in. Another drain further north was taken care of by me and 

there is a piece of public land that came into our garage from the park. There is illegal parking and activity across the street in a city empty lot on 24th and Russ Blvd.

None

They have come out to patch some holes,when they came they didnt do it all. They patched some but not all. I had to patch some holes in my driveway myself.

 I found it very easy. Very pleased first time I  have done it.

They did everything they said they would do.

none

no

It was easy and responded promptly.

thats it 

They were prompt in taking care of the matter, I called the evening before because it was in front of my house and was pretty ugly. Very quick in helping me.

needed an email to let me know when they were coming out

none

They were slow about fixing it until they got the part to fix it

I would like better response time to certain areas in different communities. 

Nothing..

none

none great job

The woman I spoke to was an idiot. The first time i had called wasn't bad but had told me someone would not be out for 48 hours and wanted them out sooner because I was losing gallons of water. My gardener was able to turn off my water for me. So i called the city back to let them know i got my water to turn 

off and the representative yelled at me, and i quote, "You march right back out there and turn it back on!" I was furious. No one should be told that. I would like the representatives to be more respectful and more intelligent.

none



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Agree (4) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Disagree (2)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Neutral (3) Neutral (3)

Strongly Disagree (1) Agree (4) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Neutral (3) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Agree (4)

Agree (4)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

734

472

381

847

490

517

499

416

271

348

The lights are out again. they took quite a while to fix. Hopefully it will be quicker. 514

528

427

496

552

257

873

363

279

They patched the sidewalk with asphalt. 467

295

the light has not been fixed. 387

328

1174

394
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2528 COMPLETED 2014-12-20 14:38:39 2014-12-20 14:43:40 Deleted for Privacy 1419115121 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2517 COMPLETED 2014-12-20 14:21:06 2014-12-20 14:36:49 Deleted for Privacy 1419114069 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2511 COMPLETED 2014-12-16 18:34:04 2014-12-16 18:40:32 Deleted for Privacy 1418783644 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2504 COMPLETED 2014-12-22 16:12:42 2014-12-22 16:19:45 Deleted for Privacy 1419293563 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2480 COMPLETED 2014-12-15 18:51:25 2014-12-15 19:03:02 Deleted for Privacy 1418698286 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2472 COMPLETED 2014-12-22 14:44:55 2014-12-22 14:52:29 Deleted for Privacy 1419288300 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2468 COMPLETED 2014-12-16 16:30:09 2014-12-16 16:37:39 Deleted for Privacy 1418776211 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2461 COMPLETED 2014-12-18 19:28:39 2014-12-18 19:30:32 Deleted for Privacy 1418959719 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/16/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 9/17/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of palm fronds 9/17/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/17/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/17/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/17/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/17/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/17/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/17/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 9/18/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a damaged tree 9/18/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/18/2014 5363

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a leaky water meter     9/18/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/18/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/19/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy minor street repairs 9/19/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/19/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/19/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                9/19/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of objects from a storm drain 9/20/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/21/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/21/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 9/22/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 9/22/2014 5462



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Agree (4) Strongly Agree (5)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Strongly Disagree (1) Strongly Agree (5) Neutral (3)

An internet search Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1)

An internet search Neutral (3) Neutral (3) Strongly Disagree (1)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Neutral (3)

An internet search Agree (4) Disagree (2) Strongly Disagree (1)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Agree (4) Agree (4) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Disagree (2) Disagree (2) Agree (4)

The phone book Agree (4) Agree (4) Agree (4)

I found the correct number some other way Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Neutral (3)

An internet search Disagree (2) Strongly Agree (5) Agree (4)

I found the correct number some other way Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Agree (4)

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Disagree (2)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Disagree (2) Neutral (3) Strongly Agree (5) Agree (4) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Agree (4) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Strongly Disagree (1) Strongly Disagree (1) Agree (4)

Neutral (3) Strongly Agree (5) Strongly Agree (5) Agree (4) Disagree (2)

Agree (4) Agree (4) Neutral (3) Agree (4) Agree (4)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Disagree (2) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Agree (4) Neutral (3) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3) Agree (4)

Neutral (3) Neutral (3) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Disagree (2) Strongly Agree (5) Agree (4)

Strongly Agree (5) Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Disagree (1) Agree (4) Disagree (2)

Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Agree (4) Neutral (3) Neutral (3)

Disagree (2) Neutral (3) Agree (4) Disagree (2)

Disagree (2) Agree (4) Agree (4) Strongly Disagree (1)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Disagree (2) Agree (4) Neutral (3) Disagree (2)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

A smartphone app or social media account to submit all City of San Diego 

service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single phone number to submit all City of San Diego service requests. No About once a month

A single phone number to submit all City of San Diego service requests. Yes No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Neutral (3) Strongly Agree (5) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Agree (4) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Agree (4)

Agree (4) Strongly Disagree (1) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Agree (4)

Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Agree (5)

Agree (4) Strongly Agree (5) Strongly Disagree (1)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Disagree (1)

Neutral (3) Agree (4) Strongly Agree (5)

Disagree (2) Agree (4) Strongly Agree (5)

Disagree (2) Agree (4) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

The second time i called about a different topic, the person that i talked to said they probable aren't going to do anything about it and they only put a cone on it. Safety issue for kids.

The process was easy but the if the job was done it would be very nice.

I told the city, when i called them, whomever it was that they had hired did a fantastic job. It was the best work they have done. I thanked them.

none

It took 8 weeks to repair.   

no i just think that he was nice but he could have shown up sooner because of the draught & he should have showered.

The city needs to be preventative, especially in regards to potholes.  They are dangerous.  I used to call them in alot but was told that they were being taken care of one neighborhood at a time.  With the new mayor I hope the budget allows for observation and repair.

the city needs to install all missing side walks 

none

the city never took care of issue

I appreciate that it was taken care of and did a good job.

no

I THINK THE MANAGEMENT IS RESPONSIVE AND RELIABLE THE TREE TRIMMER ASKED WHAT IS IN IT FOR HIM WHEN I ASKED HIM IF HE COULD TRIM A BRANCH OFF 

It was a very difficult problem, but [name removed for privacy] was re hired by the city to complete the job to satisfaction.. 

none

I would like someone give me a call and explain why every fourth neighbor has one or two environmental trash cans and i don't have access to them. It makes me angry on how i have to spend money at home depot because the city will not give me an environmental trash can.    

The reason I gave it a 2 was because their no follow up on their behalf.

The individual that came out was awesome.

Well during office hours make office Representatives more available so it dont take a long time for the problem to get fixed. 

no

No, I think that was it

Nothing..



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4) Agree (4)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Strongly Agree (5)

About once a year Agree (4) Strongly Disagree (1)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Neutral (3)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

604

475

368

330

316

675

779

390

296

Anything at all? Nothing

466

420

None 357

430

759

1039

177640

299

940

387

422

695

448

448

113



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

10 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

17 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

4 min Passed all programmed checks Completed

15 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

1 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

2457 COMPLETED 2014-12-22 17:06:56 2014-12-22 17:15:29 Deleted for Privacy 1419296817 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2450 COMPLETED 2014-12-22 15:56:06 2014-12-22 16:06:57 Deleted for Privacy 1419292567 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2442 COMPLETED 2014-12-22 17:20:43 2014-12-22 17:32:13 Deleted for Privacy 1419297644 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2414 COMPLETED 2014-12-20 11:56:06 2014-12-20 12:04:44 Deleted for Privacy 1419105367 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2409 COMPLETED 2014-12-16 17:01:46 2014-12-16 17:10:49 Deleted for Privacy 1418778107 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2406 COMPLETED 2014-12-18 17:19:35 2014-12-18 17:26:13 Deleted for Privacy 1418951975 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2401 COMPLETED 2014-12-19 19:58:34 2014-12-19 20:10:54 Deleted for Privacy 1419047915 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2394 COMPLETED 2014-12-17 19:58:25 2014-12-17 20:01:36 Deleted for Privacy 1418875107 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2393 COMPLETED 2014-12-17 14:43:37 2014-12-17 14:48:28 Deleted for Privacy 1418856218 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2381 COMPLETED 2014-12-19 20:11:42 2014-12-19 20:17:36 Deleted for Privacy 1419048702 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2374 COMPLETED 2014-12-17 15:58:10 2014-12-17 16:03:12 Deleted for Privacy 1418860691 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2373 COMPLETED 2014-12-22 17:11:26 2014-12-22 17:24:54 Deleted for Privacy 1419297087 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2364 COMPLETED 2014-12-17 20:02:37 2014-12-17 20:08:30 Deleted for Privacy 1418875357 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2361 COMPLETED 2014-12-17 20:20:37 2014-12-17 20:29:00 Deleted for Privacy 1418876438 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2342 COMPLETED 2014-12-17 13:16:54 2014-12-17 19:07:10 Deleted for Privacy 1418851015 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2330 COMPLETED 2014-12-15 17:14:57 2014-12-15 17:23:30 Deleted for Privacy 1418692502 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2323 COMPLETED 2014-12-15 18:16:43 2014-12-15 18:30:57 Deleted for Privacy 1418696205 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2286 COMPLETED 2014-12-18 17:12:16 2014-12-18 17:18:54 Deleted for Privacy 1418951537 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2285 COMPLETED 2014-12-22 16:37:53 2014-12-22 16:44:18 Deleted for Privacy 1419295077 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2263 COMPLETED 2014-12-15 20:04:45 2014-12-15 20:10:20 Deleted for Privacy 1418702685 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2258 COMPLETED 2014-12-20 16:33:29 2014-12-20 16:41:47 Deleted for Privacy 1419122013 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2244 COMPLETED 2014-12-15 19:31:51 2014-12-15 19:40:08 Deleted for Privacy 1418700712 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2235 COMPLETED 2014-12-17 14:31:07 2014-12-17 14:38:04 Deleted for Privacy 1418855468 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal storm water discharge 9/22/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/22/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/22/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/22/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/23/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy tree maintenance 9/23/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy minor street repairs 9/23/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 9/23/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a missing storm drain grate 9/23/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       9/23/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/23/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/23/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/23/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 9/24/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/24/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       9/24/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/24/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/25/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/25/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                9/25/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/25/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 9/26/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 9/26/2014 6089



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Disagree (2) Agree (4) Disagree (2)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Neutral (3) Strongly Agree (5) Agree (4)

An internet search Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Neutral (3) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Agree (4)

An internet search Neutral (3) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Neutral (3)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Neutral (3)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Strongly Agree (5) Neutral (3) Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Neutral (3)

Agree (4) Strongly Disagree (1) Strongly Agree (5) Agree (4) Neutral (3)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Disagree (1) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Neutral (3) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Disagree (1) Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Strongly Disagree (1)

Agree (4) Neutral (3) Agree (4) Strongly Disagree (1)

Agree (4) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Neutral (3) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3) Strongly Disagree (1)

Agree (4) Agree (4) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3) Neutral (3)

Agree (4) Disagree (2) Agree (4) Disagree (2)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Don't recall

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. Yes No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

A smartphone app or social media account to submit all City of San Diego 

service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A smartphone app or social media account to submit all City of San Diego 

service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a year



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Agree (4)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Strongly Disagree (1) Agree (4)

Agree (4) Strongly Disagree (1) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Agree (4) Agree (4)

Neutral (3) Disagree (2) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

There is a leak there are some workers doing work and when they went to turn off the water they said there is a leak on the city side of the pipes. 

This service request was fine.But when potholes and other things are replaced in my neighborhood, I feel that the quality is not of the nicer neighborhoods.For example, our sidewalks are repaired with asphalt and not concrete.Our power lines are on poles instead of underground.The trees are in need of trimming.

It took so many trips to come out and remove it. Sometimes it's understandable. The part that floored us was that they had the supervisor come out and he was saying it couldn't be done and the next day there was a lot of people getting it done.

No.

none

I reported a large a large sink hole with a small opening at street level.Crew later patched small hole but did not patch hole beneath. 

The city of San Diego still has not fixed my problem.

no

maintenance crew was very sufficient

The rep that handled my request was very nice and helpfull

4526 Hawley Blvd there is a building that is unkept and there is a lot of illegal dumping in the alley and the front. There is unending water in front of the condo development 4548 Hawley Blvd. When it rains it takes week for the water to dry up and would like for the city to repair the issue, the entire street needs to 

be repaired so the water does not puddle up and damage the streets.

I'm happy with the service. In my area there seems to be construction and I am unsure on how long they will be there for. Other wise, I am happy.

It's not hard to make a service request. Going online is simple. Customer Service is very helpful. 

Nothing to add.

none

i need my bill adjusted for the leak

none

they too long to solve the problem

They might have a better map system.



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a City of San Diego phone number and was directed to the correct webpage Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Disagree (2)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Neutral (3) Neutral (3) Strongly Agree (5) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Disagree (2)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Strongly Agree (5) Neutral (3)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Disagree (2) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Disagree (1)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Agree (4)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Neutral (3)

Disagree (2)

Neutral (3)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

512

3035 Talbit St the sidewalk is still a mess and dangerous. This is a busy sidewalk and across the street from a school. It didn't get fixed, the sidewalk has lifted and concrete broken. They just threw asphalt on top and it is still uneven. 650

689

517

541

398

739

189

288

354

301

807

353

502

21015

I am unaware that anything was done to address the low water pressure at my home. I have never been contacted that any work was performed. 507

I called and found the information and was contacted by the engineer. Since that phone contacted, I have yet to be informed about my request and was promised to have results within 30 days and yet nothing has been performed. 851

397

381

335

494

495

none 416



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

8 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

8 min Passed all programmed checks Completed

14 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

2233 COMPLETED 2014-12-22 16:48:21 2014-12-22 16:53:09 Deleted for Privacy 1419295701 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2224 COMPLETED 2014-12-15 17:37:14 2014-12-15 17:43:50 Deleted for Privacy 1418693836 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2220 COMPLETED 2014-12-22 17:09:06 2014-12-22 17:19:34 Deleted for Privacy 1419296946 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2205 COMPLETED 2014-12-15 19:42:51 2014-12-15 19:55:59 Deleted for Privacy 1418701372 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2191 COMPLETED 2014-12-17 15:13:01 2014-12-17 15:21:32 Deleted for Privacy 1418857982 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2190 COMPLETED 2014-12-20 14:40:26 2014-12-20 14:45:56 Deleted for Privacy 1419115228 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2173 COMPLETED 2014-12-15 19:51:16 2014-12-15 19:58:55 Deleted for Privacy 1418701880 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2165 COMPLETED 2014-12-18 12:33:08 2014-12-18 12:39:14 Deleted for Privacy 1418934789 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2156 COMPLETED 2014-12-17 13:14:49 2014-12-17 13:20:18 Deleted for Privacy 1418850890 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2154 COMPLETED 2014-12-18 12:28:05 2014-12-18 12:35:59 Deleted for Privacy 1418934486 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2149 COMPLETED 2014-12-15 17:32:43 2014-12-15 17:39:03 Deleted for Privacy 1418693565 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2147 COMPLETED 2014-12-22 15:02:43 2014-12-22 15:25:50 Deleted for Privacy 1419289365 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2131 COMPLETED 2014-12-16 18:55:00 2014-12-16 19:01:38 Deleted for Privacy 1418784901 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2124 COMPLETED 2014-12-19 15:04:07 2014-12-19 15:10:43 Deleted for Privacy 1419030249 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2120 COMPLETED 2014-12-20 13:40:07 2014-12-20 13:46:21 Deleted for Privacy 1419111609 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2112 COMPLETED 2014-12-18 16:21:49 2014-12-18 16:28:23 Deleted for Privacy 1418948511 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2111 COMPLETED 2014-12-15 19:23:45 2014-12-15 19:32:37 Deleted for Privacy 1418700226 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2097 COMPLETED 2014-12-18 12:56:27 2014-12-18 13:02:45 Deleted for Privacy 1418936188 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2095 COMPLETED 2014-12-22 15:59:26 2014-12-22 16:15:25 Deleted for Privacy 1419292767 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2094 COMPLETED 2014-12-15 18:45:15 2014-12-15 19:05:38 Deleted for Privacy 1418697916 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2089 COMPLETED 2014-12-15 17:38:12 2014-12-15 17:48:14 Deleted for Privacy 1418693894 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of objects from a storm drain 9/26/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/26/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/26/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/26/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 9/27/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy graffiti removal 9/27/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                9/27/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/28/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/28/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 9/29/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy graffiti removal 9/29/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a damaged guardrail or fence 9/29/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/29/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/29/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    9/29/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/29/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/29/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                9/29/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/29/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            9/29/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a clogged storm drain 9/30/2014 146



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4) Neutral (3)

The phone book Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Neutral (3) Strongly Disagree (1)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Neutral (3) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Disagree (2) Agree (4)

The phone book Disagree (2) Agree (4) Neutral (3)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Neutral (3) Neutral (3)

An internet search Agree (4) Neutral (3) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Disagree (1) Disagree (2) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4) Agree (4)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Neutral (3) Agree (4) Agree (4)

Agree (4) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Disagree (2) Strongly Agree (5) Strongly Disagree (1) Agree (4) Agree (4)

Agree (4) Agree (4) Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Neutral (3) Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1)

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Neutral (3) Neutral (3) Neutral (3) Neutral (3)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Agree (5) Neutral (3) Agree (4) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4)

Agree (4) Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4) Agree (4)

Neutral (3) Neutral (3) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Disagree (1) Disagree (2) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a month

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes Yes Strongly agree (5)

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Disagree (2) Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Strongly Disagree (1) Disagree (2)

Agree (4) Strongly Agree (5) Agree (4)

Neutral (3) Agree (4) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Neutral (3)

Neutral (3) Agree (4) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

none

The service is outstanding, I've used the call in service requests.When put on the hold the music is pretty sad, have someone check it out.I think it makes people want to hang up.

I understand that the city is understaffed.But the paperwork has not been completed on my water water leak.Therefore I can not  get a billing adjustment until paper work is complete.Three months after the fact  is a long enough period. 

To install lights that last longer.

I really appreciate the way you guys handle the graffiti. It was really disturbing me

once in a while we still smell the odor. I dont know if you did anything.

no

None

none

no

Haven't received a response to my request.

I think they took very long to do the service.

none

none

The road repair on Airso a frontage road on the freeway needs repair.

I was really happy with the time it took to get a technician out to the property.  He seemed well-trained.  Even though he did not resolve the problem, he was very helpful and knowledgeable.

no

#1-Water flood emergency couldn't find number #2-Lady argued it could take 24 up to 24 hours to come out #3-What should I do water is spraying unto street I'm going to call police she said "I guess."

The crew was very helpful I got good feedback and they kept me well informed of how the job was going . The job of fixed in a timely manner.



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Agree (4) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3) Agree (4)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single phone number to submit all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Agree (4) Agree (4)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Agree (4)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

288

none 392

627

787

510

328

455

Nothing..
365

328

473

378

1385

397

394

372

392

530

377

957

1222

600



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

23 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

15 min Passed all programmed checks Completed

20 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

2083 COMPLETED 2014-12-15 18:29:17 2014-12-15 18:37:57 Deleted for Privacy 1418696958 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2078 COMPLETED 2014-12-20 16:05:31 2014-12-20 16:18:12 Deleted for Privacy 1419120333 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2073 COMPLETED 2014-12-17 14:30:44 2014-12-17 14:37:15 Deleted for Privacy 1418855445 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2070 COMPLETED 2014-12-22 17:16:57 2014-12-22 17:24:22 Deleted for Privacy 1419297418 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2047 COMPLETED 2014-12-17 19:52:42 2014-12-17 19:56:08 Deleted for Privacy 1418874763 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2033 COMPLETED 2014-12-17 13:32:40 2014-12-17 13:42:11 Deleted for Privacy 1418851961 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2022 COMPLETED 2014-12-18 16:49:09 2014-12-18 17:01:29 Deleted for Privacy 1418950150 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

2000 COMPLETED 2014-12-20 14:25:31 2014-12-20 14:33:44 Deleted for Privacy 1419114334 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1998 COMPLETED 2014-12-18 17:14:47 2014-12-18 17:23:05 Deleted for Privacy 1418951689 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1991 COMPLETED 2014-12-16 15:46:34 2014-12-16 15:52:15 Deleted for Privacy 1418773596 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1976 COMPLETED 2014-12-19 20:00:50 2014-12-19 20:06:01 Deleted for Privacy 1419048051 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1966 COMPLETED 2014-12-22 15:40:00 2014-12-22 15:49:26 Deleted for Privacy 1419291600 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1937 COMPLETED 2014-12-17 13:04:14 2014-12-17 13:12:04 Deleted for Privacy 1418850255 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1909 COMPLETED 2014-12-17 12:23:01 2014-12-17 12:33:26 Deleted for Privacy 1418847782 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1906 COMPLETED 2014-12-15 19:18:47 2014-12-15 19:27:56 Deleted for Privacy 1418699928 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1894 COMPLETED 2014-12-18 16:36:04 2014-12-18 16:43:39 Deleted for Privacy 1418949365 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1888 COMPLETED 2014-12-20 15:21:22 2014-12-20 15:28:36 Deleted for Privacy 1419117683 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1875 COMPLETED 2014-12-16 17:31:00 2014-12-16 17:47:57 Deleted for Privacy 1418779861 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1869 COMPLETED 2014-12-20 15:47:14 2014-12-20 15:52:47 Deleted for Privacy 1419119238 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1863 COMPLETED 2014-12-18 12:18:41 2014-12-18 12:27:42 Deleted for Privacy 1418933922 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1828 COMPLETED 2014-12-20 15:48:59 2014-12-20 15:55:45 Deleted for Privacy 1419119340 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1824 COMPLETED 2014-12-15 19:23:26 2014-12-15 19:30:19 Deleted for Privacy 1418700207 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 9/30/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a street light that was on during the day 9/30/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a street light that was on during the day 9/30/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a damaged tree 9/30/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/30/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 9/30/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of signs or barricades 10/1/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 10/1/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 10/1/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/1/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/1/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/1/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/2/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/2/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/2/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal storm water discharge 10/3/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy street name sign maintenance 10/3/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a smelly storm drain 10/3/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a street light that was on during the day 10/3/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/3/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a leaky water meter     10/3/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy traffic sign maintenance 10/4/2014 5487



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Neutral (3) Strongly Agree (5) Neutral (3)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Agree (4) Agree (4) Agree (4)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Neutral (3) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Neutral (3) Neutral (3) Neutral (3)

An internet search Strongly Agree (5) Strongly Agree (5) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Disagree (2) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Disagree (2) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Disagree (1) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Disagree (2) Disagree (2) Neutral (3)

I found the correct number some other way Neutral (3) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Neutral (3) Neutral (3) Neutral (3)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Disagree (2) Neutral (3) Neutral (3) Agree (4)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5)

Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Agree (4) Neutral (3) Strongly Agree (5) Agree (4)

Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Agree (5) Agree (4) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Disagree (2)

Agree (4) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Disagree (2) Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1)

Agree (4) Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Disagree (2)

Agree (4) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Agree (4) Neutral (3) Strongly Agree (5) Agree (4)

Strongly Agree (5) Disagree (2) Strongly Agree (5) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Disagree (2) Disagree (2) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Don't recall

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A smartphone app or social media account to submit all City of San Diego 

service requests.
No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No About once a month

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Agree (4) Strongly Agree (5)

Neutral (3) Agree (4) Agree (4)

Disagree (2) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Agree (4) Agree (4)

Agree (4) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Disagree (2)

Agree (4) Agree (4) Agree (4)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Agree (4) Neutral (3) Agree (4)

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Neutral (3)

Agree (4) Disagree (2) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

need proper repairs to sidewalk

quicken response time

no

was very satisfied with everything

I would like to thank the people that came. They came the same day.

The request was made because they never took out the barricades. After 2 weeks I finally called because we didn't need the barricades anymore. The lady tried to say my street didn't exist (which was off of Morena Blvd and Sea World Drive) and didn't believe me. I felt like she was fighting with me. She said they 

were probably waiting for concrete to dry, which it wasn't. I just wanted the city to acknowledge my request. 

i need a response about the lights been out

the water board needs alot of help.

no

oversize trucks are parked for too long on red zone on carmel mountain and conference way

Nothing at all.  It was very easy.

I'm at a job site and cannot talk to you at this time.  I had problems with my bill.  I'm not getting my bills in a timely matter and they have shut my service.

everything was pretty easy except explaining to the person on the phone how serious the problem was. he said it would take 72 hrs. unacceptable in my opinion.

none

none

When the 2 men came out to clean the drain I told them about the illegal dumping. Nothing has been done about. A lot of the dumping is being done by the people in the apartment complex near the drain. There is such a foul smell.

none

The water pressure continues to be low and need to be serviced soon . Their is construction going on in Patrick Henry High . I open my shower faucet and all i get is air . This has been going on for 2 to 3 month.

none



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Disagree (2) Agree (4) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)

I called a City of San Diego phone number and was directed to the correct webpage Neutral (3) Agree (4) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3) Agree (4)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

Better trained customer service representatives to direct me where to submit different types of service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a month Strongly Agree (5) Agree (4)

About once a month Agree (4) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Agree (5)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

519

759

390

I'm a property manager & it seems that it

real hard to get them 
443

204

569

739

490

496

Anything at all? Nothing 339

310

566

469

624

548

454

433

1016

329

540

405

Need another stop sign on 32nd facing south at f st 412



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

8 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

16 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

1807 COMPLETED 2014-12-19 14:53:03 2014-12-19 15:01:25 Deleted for Privacy 1419029584 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1805 COMPLETED 2014-12-19 12:26:12 2014-12-19 12:34:26 Deleted for Privacy 1419020785 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1788 COMPLETED 2014-12-19 16:48:18 2014-12-19 16:58:12 Deleted for Privacy 1419036500 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1772 COMPLETED 2014-12-17 15:32:37 2014-12-17 15:40:15 Deleted for Privacy 1418859158 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1761 COMPLETED 2014-12-22 16:16:16 2014-12-22 16:25:49 Deleted for Privacy 1419293777 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1757 COMPLETED 2014-12-15 19:37:37 2014-12-15 19:43:58 Deleted for Privacy 1418701058 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1753 COMPLETED 2014-12-20 15:48:10 2014-12-20 15:56:20 Deleted for Privacy 1419119291 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1745 COMPLETED 2014-12-15 19:01:44 2014-12-15 19:08:40 Deleted for Privacy 1418698904 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1743 COMPLETED 2014-12-20 14:04:17 2014-12-20 14:12:49 Deleted for Privacy 1419113058 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1729 COMPLETED 2014-12-16 18:07:45 2014-12-16 18:15:00 Deleted for Privacy 1418782065 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1696 COMPLETED 2014-12-17 15:13:19 2014-12-17 15:20:28 Deleted for Privacy 1418858000 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1685 COMPLETED 2014-12-16 17:16:26 2014-12-16 17:23:15 Deleted for Privacy 1418778987 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1674 COMPLETED 2014-12-19 13:14:56 2014-12-19 13:23:18 Deleted for Privacy 1419023698 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1667 COMPLETED 2014-12-15 18:44:02 2014-12-15 18:51:45 Deleted for Privacy 1418697843 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1658 COMPLETED 2014-12-20 16:12:45 2014-12-20 16:22:14 Deleted for Privacy 1419120769 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1636 COMPLETED 2014-12-20 15:12:14 2014-12-20 15:20:30 Deleted for Privacy 1419117136 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1613 COMPLETED 2014-12-20 16:45:54 2014-12-20 16:50:27 Deleted for Privacy 1419122756 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1604 COMPLETED 2014-12-17 17:28:24 2014-12-17 17:33:20 Deleted for Privacy 1418866104 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1597 COMPLETED 2014-12-16 18:31:07 2014-12-16 18:36:53 Deleted for Privacy 1418783468 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1579 COMPLETED 2014-12-19 12:38:15 2014-12-19 12:45:06 Deleted for Privacy 1419021496 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1570 COMPLETED 2014-12-20 15:49:39 2014-12-20 15:58:46 Deleted for Privacy 1419119382 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1556 COMPLETED 2014-12-15 19:20:34 2014-12-15 19:27:41 Deleted for Privacy 1418700035 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1535 COMPLETED 2014-12-17 20:20:54 2014-12-17 20:28:39 Deleted for Privacy 1418876455 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/4/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy minor street repairs 10/5/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy traffic sign maintenance 10/6/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 10/6/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/6/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                10/6/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/6/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/6/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/6/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/6/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                10/7/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/7/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a hole in the street                10/7/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 10/8/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy minor street repairs 10/8/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/8/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/8/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy traffic sign maintenance 10/9/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy graffiti removal 10/9/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 10/9/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/9/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/9/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy investigating no water at your address                      10/9/2014 5481



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Agree (4) Strongly Agree (5) Neutral (3)

I called a different City of San Diego phone number and was directed or transferred to the correct number Neutral (3) Agree (4) Agree (4)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Agree (4)

I already knew where to call from submitting a previous service request Agree (4) Agree (4) Strongly Disagree (1)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Agree (4) Agree (4)

I found the correct number some other way Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Agree (4) Agree (4) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Agree (4)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Neutral (3) Neutral (3) Strongly Disagree (1) Neutral (3)

Agree (4) Disagree (2) Disagree (2) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Neutral (3) Neutral (3) Strongly Agree (5) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Neutral (3) Disagree (2) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Disagree (2) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Agree (4) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Disagree (2)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Disagree (2)

Strongly Agree (5) Agree (4) Neutral (3) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Disagree (1)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Disagree (1) Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3)

Strongly Agree (5) Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Agree (4)

Agree (4) Disagree (2) Disagree (2) Agree (4)

Strongly Agree (5) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Agree (4)

Disagree (2) Neutral (3) Disagree (2) Agree (4)

Strongly Agree (5) Disagree (2) Strongly Agree (5) Neutral (3)

Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single phone number to submit all City of San Diego service requests. Don't recall

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a month

A single phone number to submit all City of San Diego service requests. No About once a week or more

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a week or more

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes No About once a month

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Strongly Disagree (1) Agree (4)

Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

I was disappointed. I went out of town, came back and the leak was worse. They didn't fix it right the first time.

It is really important to be courteous and give the reporting party feedback even if they are not going to do anything

We need a pedestrian crosswalk at Front Street and University. It is really dangerous when the church in session after 6:00pm

no

none

The shut off valve to the water to my house is not the common type of shut off device and the city said they should replace it and no one ever came and did that. No follow up or anything.

none

I would like someone to get back to me about the leak. They only fixed half and someone was supposed to get back to me. 

no

I would like them find z solution to the problem so it doesn't smell like the middle ages when you enter pacific beach

No.

They came out they patched two little potholes. They still have more to do. They have to look around.

I do have a complaint or question. The property i call about, they have been doing work on the right of way for about a year now, and it still isn't done. There's piles of dirt and materials everywhere and its a mess. I would like them to make it drive able for everyone.

no

Things were executed in 2 days very well done.

not at this time

I can't think of anything

The illegal dumping in the back alley should be stopped. Someone should be making rounds to pick up the trash more often.

not a thorough job



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Neutral (3) Disagree (2) Agree (4)

I called a City of San Diego phone number and was directed to the correct webpage Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

An internet search Disagree (2) Neutral (3) Neutral (3)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. Yes No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Agree (4)

About once a month Agree (4) Neutral (3)

About once a month Strongly Agree (5) Neutral (3)

About once a year Strongly Agree (5) Strongly Agree (5)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Agree (4)

Agree (4)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

500

481

592

457

I wish they do more stuff for us. Im embarresed to take people out for a drive. There are so many potholes. I compare it to Chicago. 571

380

489

416

510

435

428

408

It would be handy if I can make the request on the web and the City will email me back with a response and feedback. 499

they have not fixed the branches blocking my sidewalk 461

564

493

271

296

345

409

544

They are all good 426

464
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1431 COMPLETED 2014-12-17 13:01:51 2014-12-17 13:09:54 Deleted for Privacy 1418850112 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1417 COMPLETED 2014-12-16 20:27:14 2014-12-16 20:34:30 Deleted for Privacy 1418790435 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1406 COMPLETED 2014-12-15 17:20:03 2014-12-15 17:30:18 Deleted for Privacy 1418692804 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1385 COMPLETED 2014-12-22 15:13:28 2014-12-22 15:19:36 Deleted for Privacy 1419290012 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1382 COMPLETED 2014-12-18 13:53:13 2014-12-18 14:05:08 Deleted for Privacy 1418939594 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1375 COMPLETED 2014-12-16 16:00:55 2014-12-16 16:07:13 Deleted for Privacy 1418774456 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1365 COMPLETED 2014-12-18 12:38:25 2014-12-18 12:44:40 Deleted for Privacy 1418935106 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1343 COMPLETED 2014-12-15 19:42:24 2014-12-15 19:53:16 Deleted for Privacy 1418701345 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1325 COMPLETED 2014-12-15 17:48:30 2014-12-16 18:10:44 Deleted for Privacy 1418694511 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1315 COMPLETED 2014-12-15 19:49:56 2014-12-15 19:56:14 Deleted for Privacy 1418701797 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1298 COMPLETED 2014-12-16 17:54:33 2014-12-16 18:01:34 Deleted for Privacy 1418781274 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1283 COMPLETED 2014-12-19 20:09:24 2014-12-19 20:19:51 Deleted for Privacy 1419048565 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1282 COMPLETED 2014-12-17 16:23:12 2014-12-17 16:29:47 Deleted for Privacy 1418862192 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1280 COMPLETED 2014-12-17 14:54:24 2014-12-17 14:59:31 Deleted for Privacy 1418856865 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1279 COMPLETED 2014-12-18 12:16:59 2014-12-18 12:23:21 Deleted for Privacy 1418933821 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1271 COMPLETED 2014-12-18 16:36:18 2014-12-18 16:42:00 Deleted for Privacy 1418949378 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1260 COMPLETED 2014-12-18 12:23:38 2014-12-18 12:43:33 Deleted for Privacy 1418934219 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1259 COMPLETED 2014-12-15 17:23:34 2014-12-15 17:35:09 Deleted for Privacy 1418693015 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1248 COMPLETED 2014-12-20 15:53:23 2014-12-20 16:05:50 Deleted for Privacy 1419119604 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 10/10/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy storm drain maintenance 10/10/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/10/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy ponding water in the gutter or street 10/13/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy graffiti removal 10/13/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/13/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/13/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/13/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/13/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/13/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/14/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/14/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/14/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy storm drain maintenance 10/15/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/15/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/15/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/15/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/15/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/15/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/15/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/15/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a clogged storm drain 10/16/2014 4977



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I already knew where to call from submitting a previous service request Disagree (2) Neutral (3) Disagree (2)

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Neutral (3) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Agree (4) Agree (4) Strongly Disagree (1)

An internet search Disagree (2) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Neutral (3) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Neutral (3)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Disagree (2)

Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Agree (4) Strongly Disagree (1) Disagree (2) Strongly Agree (5) Agree (4)

Agree (4) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Neutral (3) Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Agree (4) Neutral (3)

Strongly Agree (5) Agree (4) Disagree (2) Disagree (2) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Disagree (2)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Disagree (2) Disagree (2) Disagree (2) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5) Agree (4) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Agree (4) Agree (4)

Disagree (2) Agree (4) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1)

Disagree (2) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Disagree (2) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Neutral (3) Strongly Disagree (1) Disagree (2) Disagree (2)

Agree (4) Neutral (3) Neutral (3) Disagree (2)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Agree (4)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes No About once a week or more

A smartphone app or social media account to submit all City of San Diego 

service requests.
Yes Yes Strongly agree (5)

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
No About once a year

A single phone number to submit all City of San Diego service requests. Yes No About once a year

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A smartphone app or social media account to submit all City of San Diego 

service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a year



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Neutral (3)

Neutral (3) Disagree (2) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Disagree (1) Neutral (3)

Neutral (3) Disagree (2) Neutral (3)

Agree (4) Disagree (2) Agree (4)

Strongly Disagree (1) Strongly Agree (5) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Agree (4) Disagree (2)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Agree (5)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5)

Strongly Agree (5) Agree (4) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

The light on Balboa and Moraga is still not working properly to my knowledge. I would like a follow up call or notice that the request was filled. But as far as I know, nothing has been done.

i would like worker send down to do their work with strong drains going down the canyons on three different areas. i see a lot of trash and dumping. Put some kind of screen.

Take phone calls on saturday and sunday because people work weekdays and do not have a chance to see the ugly debree that needs to be removed. They need to hire many more people in all departments. They use to use tax payers money constructively instead of paying frivulous lawsuits against city staff of all 

types. there's an anger about wasted tax payer and government funded money that needs to be used for a better quality of like for city residence. City should put up big billboards with service request contact info with simple service language info and some in spanish. Have a well-informed, bilingual and educated 

staff.

finding a way to make it simple # to call

they did not do it in a hurry, took so long to respond.

When I discovered the leak, it was on my side but I did not know it at the time.  The service tech said they would send someone out but he thought it was on my side.  I paid to have it fixed but no one was ever sent from the City to follow up.

nothing.

none

i think they took to long to respond to my complaint and it was difficult for me to get a hold of someone on phone

They haven't attended your request, i was told they would come but haven't.

the city of sd needs to address the cracked side walks and pot holes 

its cost me anguish and stress. why arent they doing something about it?

The wait on hold was excessive over 30 minutes maybe an 1 hour.

no

It's a matter of someone answering there phones and coming out to emergencies when needed.

no

San Diego brings in tourists but we have a homeless problem which we as homeowners can do nothing about.  They keep dumping their trash (mattresses and couches) in our trash cans.  There are rats and the homeless use our trash can to relieve themselves which is not healthy.  Could put a sign up or provide 

surveillance.  The most common response is that they did not know when I confront them.

the person that helped me was very professional. The time they said was too long and should be shortened

sometime ago we requested to remove a tree. The city took a long time. I had to get a handyman to move it. I had to spend my money , I dont like that. the city did not keep us informed. That needs to be improved.



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I called a City of San Diego phone number and was directed to the correct webpage Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5)

An internet search Strongly Agree (5) Neutral (3) Neutral (3)

I already knew how to find the correct webpage from submitting a previous service request Strongly Disagree (1) Disagree (2) Disagree (2)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Disagree (2) Strongly Agree (5)

Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Neutral (3)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A smartphone app or social media account to submit all City of San Diego service requests. No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Agree (4)

About once a month Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Neutral (3) Strongly Disagree (1)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)

Strongly Agree (5)

Disagree (2)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

626

671

1909

no. 482

I would like the ability to send a photograph and be responded to. The feedback was not appropriate. 435

614

363

714

376

374

651

87733

376

They didn't get back to me. You talk to one person and then someone else calls back. Email one person next person calls back...very inconsistent communication. 420

625

395

306

380

342

1194

694

746



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

10 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

31 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

19 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

1247 COMPLETED 2014-12-18 15:18:08 2014-12-18 15:23:30 Deleted for Privacy 1418944689 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1238 COMPLETED 2014-12-20 16:01:32 2014-12-20 16:10:09 Deleted for Privacy 1419120094 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1223 COMPLETED 2014-12-17 14:31:01 2014-12-17 14:39:44 Deleted for Privacy 1418855462 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1214 COMPLETED 2014-12-15 19:33:16 2014-12-15 19:40:58 Deleted for Privacy 1418700797 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1211 COMPLETED 2014-12-20 16:16:35 2014-12-20 16:22:20 Deleted for Privacy 1419120997 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1194 COMPLETED 2014-12-20 16:38:17 2014-12-20 16:43:13 Deleted for Privacy 1419122299 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1178 COMPLETED 2014-12-15 18:35:54 2014-12-15 18:42:46 Deleted for Privacy 1418697355 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1177 COMPLETED 2014-12-16 16:43:37 2014-12-16 16:53:31 Deleted for Privacy 1418777019 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1175 COMPLETED 2014-12-18 17:08:23 2014-12-18 17:17:19 Deleted for Privacy 1418951304 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1157 COMPLETED 2014-12-18 18:38:50 2014-12-18 18:46:02 Deleted for Privacy 1418956730 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1156 COMPLETED 2014-12-20 16:50:55 2014-12-20 16:57:06 Deleted for Privacy 1419123057 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1133 COMPLETED 2014-12-19 12:12:55 2014-12-19 13:42:20 Deleted for Privacy 1419019976 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1111 COMPLETED 2014-12-17 15:42:05 2014-12-17 15:50:05 Deleted for Privacy 1418859726 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1100 COMPLETED 2014-12-20 14:47:27 2014-12-20 14:53:20 Deleted for Privacy 1419115651 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1087 COMPLETED 2014-12-15 19:51:11 2014-12-15 19:58:44 Deleted for Privacy 1418701872 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1081 COMPLETED 2014-12-17 19:29:14 2014-12-17 19:39:38 Deleted for Privacy 1418873355 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1074 COMPLETED 2014-12-17 15:05:23 2014-12-17 15:11:55 Deleted for Privacy 1418857526 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1067 COMPLETED 2014-12-20 16:12:14 2014-12-20 16:19:58 Deleted for Privacy 1419120735 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1065 COMPLETED 2014-12-20 15:23:47 2014-12-20 15:31:21 Deleted for Privacy 1419117829 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1050 COMPLETED 2014-12-20 14:24:06 2014-12-20 14:32:49 Deleted for Privacy 1419114247 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1038 COMPLETED 2014-12-22 16:57:05 2014-12-22 17:06:19 Deleted for Privacy 1419296228 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1022 COMPLETED 2014-12-20 16:00:12 2014-12-20 16:06:20 Deleted for Privacy 1419120014 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1008 COMPLETED 2014-12-17 15:38:08 2014-12-17 15:44:58 Deleted for Privacy 1418859489 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

1003 COMPLETED 2014-12-16 16:55:47 2014-12-16 17:04:46 Deleted for Privacy 1418777749 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 10/16/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 10/16/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/16/2014 5363

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy investigating no water at your address                      10/16/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/16/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/16/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal storm water discharge 10/17/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 10/17/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 10/17/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/17/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/17/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/17/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/18/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/19/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of objects from a storm drain 10/20/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of objects from a storm drain 10/20/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of signs or barricades 10/20/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy removal of debris from the street 10/20/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy tree maintenance 10/20/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/20/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                10/20/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 10/21/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy graffiti removal 10/21/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/21/2014 146



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

The phone book Agree (4) Agree (4) Agree (4)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Neutral (3) Strongly Disagree (1) Strongly Disagree (1)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Strongly Agree (5) Disagree (2)

The phone book Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4) Strongly Agree (5)

An internet search Strongly Disagree (1) Strongly Agree (5) Agree (4)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Agree (4) Agree (4) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Neutral (3) Strongly Disagree (1)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Agree (4) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Disagree (2) Agree (4) Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

I already knew where to call from submitting a previous service request Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Neutral (3) Strongly Agree (5) Strongly Agree (5)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Neutral (3) Agree (4) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Disagree (2) Neutral (3) Neutral (3) Disagree (2) Neutral (3)

Strongly Agree (5) Strongly Disagree (1) Agree (4) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Strongly Agree (5)

Disagree (2) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Disagree (2)

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3) Neutral (3)

Agree (4) Agree (4) Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Disagree (2) Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Agree (4) Agree (4) Disagree (2) Strongly Disagree (1) Agree (4)

Agree (4) Agree (4) Agree (4) Agree (4) Strongly Agree (5)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Neutral (3) Neutral (3) Agree (4)

Neutral (3) Neutral (3) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Agree (4) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Neutral (3) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Agree (4) Neutral (3)

Strongly Agree (5) Agree (4) Agree (4) Disagree (2)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Agree (4) Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Disagree (2) Neutral (3)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Neutral (3)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a week or more

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a week or more

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A smartphone app or social media account to submit all City of San Diego 

service requests.
Yes No About once a year

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes Yes Strongly agree (5) About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

A smartphone app or social media account to submit all City of San Diego 

service requests.
No About once a month

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Neutral (3) Agree (4) Agree (4)

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Strongly Agree (5)

Agree (4) Strongly Disagree (1) Neutral (3)

Neutral (3) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

The only thing that I suggest is that the water meter needed repair and it took 6 months to be repaired and the concrete was broken. You would suggest they follow up with phone calls and get the job done soon. I was told that the job repair order kept on being misplaced.

None

too long holding on phone and not sufficient returned phone calls

it would have been nice to have itfixed the first time.

The guys were cool and took care of things pretty fast.

none

The request that i made still has not been done they came out and cut a branch but it is still not safe. I have asked for the homeowner to cut but nothing. 

I would like to see a system where they have acknowledge and confirmed my request and to know when it has actually been completed with contact information. There should also be a work order or reference number with the request.

I was impress by the way they reacted..

They were very officiant. It took them 2-3 day's to fix the problem as promised.

none

sprinkles got damaged by the side walk when they were doing what they did...and they said they would be back to fix it and they never came back 

none

At this point I don't know that the service request was filled. I would like to be informed as to when the request will be filled, date and time. 

The storm water supervisor [name removed for privacy] she's phoned him 4 times and still haven't heard back from him. unsure on what to do about her storm drain. Lives in a beautiful city and the city is letting is decay. 

no

none

Ive called twice and no one came out. first time I called  was told someone would come out in a week. second time i called they said they might have misplaced my service request. They said someone would be out in a month. Then i called again and they said that it would take a while and they would come out and 

put a cone on it for now but no one had even come out to do that. So as far as I'm concerned my service reqest was lost again.

the issue still needs to be resolved there is still a bad odor and maybe there can be more than 1 person to check it

none

this graffiti seems to be an ongoing problem need something to avoid this situation.

I think they should have like the trash people report these things as they see them that way it would me more people helping. 



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Agree (4)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Disagree (2) Agree (4) Agree (4) Agree (4) Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Strongly Agree (5) Strongly Disagree (1)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Agree (4) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Neutral (3) Agree (4)

About once a month Agree (4) Agree (4)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Agree (4)

Agree (4)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

none 321

515

522

460

343

294

411

592

534

432

369

5364

479

349

452

623

389

462

no 451

522

551

365

409

537



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

5 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

60 min or more Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

976 COMPLETED 2014-12-17 20:11:54 2014-12-17 20:16:29 Deleted for Privacy 1418875915 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

964 COMPLETED 2014-12-19 13:44:39 2014-12-19 13:51:02 Deleted for Privacy 1419025480 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

937 COMPLETED 2014-12-19 19:25:21 2014-12-19 19:32:05 Deleted for Privacy 1419045922 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

916 COMPLETED 2014-12-15 18:55:32 2014-12-15 19:04:15 Deleted for Privacy 1418698533 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

907 COMPLETED 2014-12-20 14:21:45 2014-12-20 14:29:11 Deleted for Privacy 1419114107 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

906 COMPLETED 2014-12-15 19:26:06 2014-12-15 19:32:32 Deleted for Privacy 1418700366 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

896 COMPLETED 2014-12-18 13:50:13 2014-12-18 13:56:45 Deleted for Privacy 1418939414 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

873 COMPLETED 2014-12-17 13:52:57 2014-12-17 14:14:32 Deleted for Privacy 1418853178 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

870 COMPLETED 2014-12-17 20:18:59 2014-12-17 20:30:32 Deleted for Privacy 1418876340 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

862 COMPLETED 2014-12-16 17:03:41 2014-12-16 17:10:41 Deleted for Privacy 1418778222 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

847 COMPLETED 2014-12-22 16:49:28 2014-12-22 17:00:01 Deleted for Privacy 1419295769 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

840 COMPLETED 2014-12-18 17:19:04 2014-12-18 17:25:08 Deleted for Privacy 1418951945 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

838 COMPLETED 2014-12-16 18:45:47 2014-12-16 18:54:14 Deleted for Privacy 1418784348 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

831 COMPLETED 2014-12-15 20:02:37 2014-12-15 20:13:54 Deleted for Privacy 1418702558 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

817 COMPLETED 2014-12-19 20:12:59 2014-12-19 20:19:57 Deleted for Privacy 1419048780 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

795 COMPLETED 2014-12-17 14:03:43 2014-12-17 14:09:57 Deleted for Privacy 1418853824 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

789 COMPLETED 2014-12-15 18:28:29 2014-12-15 18:35:17 Deleted for Privacy 1418696912 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

783 COMPLETED 2014-12-19 19:15:03 2014-12-19 19:20:20 Deleted for Privacy 1419045304 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

777 COMPLETED 2014-12-15 17:40:15 2014-12-15 17:49:39 Deleted for Privacy 1418694020 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

766 COMPLETED 2014-12-15 18:16:36 2014-12-15 18:25:41 Deleted for Privacy 1418696197 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

748 COMPLETED 2014-12-18 16:40:32 2014-12-18 16:48:19 Deleted for Privacy 1418949633 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

743 COMPLETED 2014-12-20 15:26:35 2014-12-20 15:34:48 Deleted for Privacy 1419117997 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy investigating no water at your address                      10/21/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/21/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/22/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/22/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                10/22/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                10/22/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 10/23/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                10/23/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/23/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/23/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 10/24/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/24/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/24/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/24/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/24/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/25/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/25/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 10/26/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/26/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy sidewalk maintenance 10/27/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/27/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/27/2014 5487



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Strongly Agree (5) Strongly Agree (5) Neutral (3)

An internet search Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Agree (4) Agree (4) Neutral (3)

An internet search Agree (4) Agree (4) Neutral (3)

An internet search Neutral (3) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Neutral (3) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Strongly Agree (5) Disagree (2)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Neutral (3)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Agree (4) Agree (4)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Disagree (1) Agree (4) Strongly Disagree (1) Neutral (3) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5) Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Neutral (3) Disagree (2) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Disagree (2)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Disagree (2)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Neutral (3) Agree (4) Disagree (2)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Agree (4) Strongly Agree (5)

Neutral (3) Agree (4) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Neutral (3) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Agree (4) Disagree (2)

Neutral (3) Neutral (3) Neutral (3) Disagree (2)

Strongly Agree (5) Disagree (2) Disagree (2) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Agree (4) Agree (4) Agree (4)

Neutral (3) Agree (4) Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Neutral (3) Neutral (3) Agree (4)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
Yes No About once a week or more

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a month

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a week or more



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Agree (4) Disagree (2) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Disagree (2) Agree (4) Agree (4)

Strongly Agree (5) Neutral (3) Neutral (3)

Agree (4) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Disagree (2) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Agree (4) Disagree (2) Agree (4)

Strongly Agree (5) Strongly Agree (5) Disagree (2)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

none

It only took a half hour.

no

the streets are in bad bad shape. there are big potholes that have been there forever & nothing is being done.

Noting

more follow up calls.

I am fully dissatisfied. Still haven't had my request handled. My house is still being affected.

It was strange, around 6pm the service man arrived.  He said, "You're the only one complaining.  I don't see a problem."  He was in a hurry to get in and get out without doing anything. I don't think he did anything at all.  He came out of nowhere.  The water pressure problem went away on it's own a few days 

later.  I tried to explain the problem to him but he was in a hurry to leave.  His argument was that there was no one else complaining so there was no problem. He could have been right but he didn't explain anything to me.

Nothing else im comfortable on how they Handel my request.

If they cant resolve the problem right away they should communicate to let us know when they will be able to resolve problem and give you a time line.

Nothing Nothing at all

You cannot unconstitutionally fine US citizens for water usage when you allow thousands of gallons of water to leak through the infrastructure without fining yourself. So if I call about a water leak, I expect for it to get fixed in a timely manner. If the infrastructure fails, it is the city who is to blame, not the resident.

Everything was perfect.

Are bill hasn't been adjusted would you please look into that.

no 

no

Im glad only one person came to my request instead of a full crew

l need someone to come out and see about some tall trees in front of my house

I was originally told that it would take 48 hours, but it was done within the same day that the request was submitted and am very happy with the results.

none



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Agree (4) Agree (4) Agree (4)

I found the correct webpage some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Neutral (3) Agree (4) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. Yes No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Agree (4)

My service request for ~QSERVICE~ on ~QSDATE~ was the first time I've reported a public right-of-way maintenance need to the City of San Diego Strongly Agree (5) Strongly Agree (5)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Agree (4)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

274

382

403

522

444

385

391

Nothing everything was taken care of. 1294

692

418

632

none 363

506

676

417

373

405

316

558

544

466

490



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

4 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

21 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

734 COMPLETED 2014-12-17 12:52:43 2014-12-17 13:01:15 Deleted for Privacy 1418849565 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

718 COMPLETED 2014-12-15 19:55:35 2014-12-15 20:05:46 Deleted for Privacy 1418702135 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

681 COMPLETED 2014-12-18 16:25:04 2014-12-18 16:33:41 Deleted for Privacy 1418948705 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

676 COMPLETED 2014-12-15 18:57:57 2014-12-15 19:05:09 Deleted for Privacy 1418698678 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

674 COMPLETED 2014-12-19 20:13:46 2014-12-19 20:19:34 Deleted for Privacy 1419048827 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

673 COMPLETED 2014-12-20 14:37:17 2014-12-20 14:44:10 Deleted for Privacy 1419115041 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

658 COMPLETED 2014-12-16 16:56:48 2014-12-16 17:09:40 Deleted for Privacy 1418777810 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

656 COMPLETED 2014-12-20 15:25:19 2014-12-20 15:33:11 Deleted for Privacy 1419117920 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

650 COMPLETED 2014-12-15 17:24:22 2014-12-15 17:33:58 Deleted for Privacy 1418693064 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

648 COMPLETED 2014-12-16 18:10:02 2014-12-16 18:18:32 Deleted for Privacy 1418782204 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

614 COMPLETED 2014-12-17 18:37:59 2014-12-17 18:46:58 Deleted for Privacy 1418870279 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

598 COMPLETED 2014-12-15 18:31:11 2014-12-15 18:51:38 Deleted for Privacy 1418697073 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

588 COMPLETED 2014-12-20 16:10:15 2014-12-20 16:15:57 Deleted for Privacy 1419120620 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

577 COMPLETED 2014-12-22 15:27:20 2014-12-22 15:34:11 Deleted for Privacy 1419290841 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

576 COMPLETED 2014-12-22 17:10:11 2014-12-22 17:27:56 Deleted for Privacy 1419297012 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

569 COMPLETED 2014-12-20 15:08:21 2014-12-20 15:16:29 Deleted for Privacy 1419116903 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

565 COMPLETED 2014-12-15 18:15:44 2014-12-15 18:25:09 Deleted for Privacy 1418696146 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

553 COMPLETED 2014-12-15 20:00:58 2014-12-15 20:10:11 Deleted for Privacy 1418702459 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

549 COMPLETED 2014-12-17 12:15:00 2014-12-17 12:21:03 Deleted for Privacy 1418847303 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

543 COMPLETED 2014-12-18 16:47:12 2014-12-18 16:59:51 Deleted for Privacy 1418950033 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

530 COMPLETED 2014-12-22 14:53:53 2014-12-22 14:59:02 Deleted for Privacy 1419288835 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

525 COMPLETED 2014-12-22 15:06:22 2014-12-22 15:14:19 Deleted for Privacy 1419289584 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

522 COMPLETED 2014-12-22 15:12:21 2014-12-22 15:22:05 Deleted for Privacy 1419289943 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

508 COMPLETED 2014-12-17 13:35:14 2014-12-17 17:23:46 Deleted for Privacy 1418852116 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/27/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/27/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/28/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/28/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/28/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/28/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/28/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/28/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/28/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/28/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy dirty water                   10/29/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/29/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy curb painting 10/30/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal storm water discharge 10/30/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 10/30/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/30/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/30/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 10/30/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/30/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/30/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal storm water discharge 10/31/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a street light that was on during the day 10/31/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal storm water discharge 10/31/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                10/31/2014 4270



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Agree (5) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Strongly Agree (5) Agree (4) Strongly Agree (5)

An internet search Disagree (2) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Disagree (2) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Disagree (1) Neutral (3)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

The phone book Strongly Agree (5) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Disagree (1) Disagree (2) Disagree (2)

An internet search Agree (4) Neutral (3) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Agree (4) Disagree (2)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Neutral (3) Strongly Agree (5) Strongly Disagree (1)

An internet search Strongly Agree (5) Neutral (3) Neutral (3)

I found the correct number some other way Strongly Agree (5) Neutral (3)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Agree (4) Agree (4) Agree (4)

Agree (4) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Neutral (3) Strongly Agree (5) Neutral (3) Strongly Agree (5) Agree (4)

Strongly Agree (5) Agree (4) Agree (4) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Disagree (2) Agree (4)

Disagree (2) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Disagree (2) Strongly Agree (5) Strongly Agree (5) Neutral (3) Agree (4)

Disagree (2) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Disagree (2)

Strongly Disagree (1) Strongly Disagree (1) Neutral (3) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Neutral (3) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Agree (5) Disagree (2) Strongly Agree (5) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4) Disagree (2)

Strongly Agree (5) Disagree (2) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Agree (5) Agree (4) Agree (4)

Strongly Disagree (1) Neutral (3) Agree (4) Disagree (2)

Neutral (3) Strongly Disagree (1) Agree (4) Agree (4)

Neutral (3) Agree (4) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Disagree (1) Strongly Disagree (1) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Agree (4) Agree (4) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2) Agree (4) Strongly Agree (5)

Agree (4) Strongly Disagree (1) Disagree (2) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Disagree (1) Disagree (2)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a week or more

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

A single phone number to submit all City of San Diego service requests. No About once a year

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a week or more

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a month

A single phone number to submit all City of San Diego service requests. No About once a month

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a month

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes Yes Strongly Disagree (1) About once a month

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
Yes No About once a month

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Agree (4) Agree (4) Agree (4)

Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Agree (4)

Disagree (2) Agree (4) Agree (4)

Agree (4) Agree (4) Strongly Agree (5)

Agree (4) Agree (4) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Agree (4) Disagree (2) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Disagree (1)

Neutral (3) Strongly Agree (5) Agree (4)

Agree (4) Disagree (2) Strongly Agree (5)

Disagree (2) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Neutral (3)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

I wish the website was a little different.  I found the phone numbers but I could not report the problem online.  They need to improve their website.

green light arrow on El Cajon Blvd is not working properly

none

The customer rep was courteous and helpful.

no 

none

The city thought about putting a camera up on the hill to see who is doing the dumping in the area

none

none

If when i call to report something the representative will or should be able to take request even if i dont have the address. Nothing

It was confusing at the beginning.

I made this request 3 times and yet to receive a report back and when the first problem arised I am now out $5000 in water bills and $700 in looking for water leaks.The only leak is the actual water meter itself. Please call [phone number removed for privacy], this customer wants a call back immediately.Really 

upset about the turn around time, it is still an ongoing problem.

no

When I called in I mentioned a branch of a tree that is hanging down so you can not see the signal at 2414 Rosecrans it hasn't been taken care of. On Sea world Dr as you go over over pass there is a hole in the asphalt as you hit the cement part. Again Rosecrans there are a couple of streets 1200,1330 blocks 

where the road sinks also on the 1200 block there is a sink hole.

Nobody wants to do their job. We had a really bad problem about the sewer coming out on the street. There were bugs everywhere. We had to pay out of pocket over three hundred dollars. Sewage coming from the streets affected how we were living. we are clean people. It was disgusting. They never flushed the 

streets.

no that's it.

start using gps cordinates

They did such a poor job on the initial repair. And they had to come back and do it again. They had made it worse the first time

i think the problem is that they are so backed it takes them 7 years to remove a tree. it caused so damage. the street, sidewalk and my personal property was damaged because job was not done in timely matter. It is still not finished. I hunted down the assistant city manager and finally got a crew out to do some 

work. there were injuries from people walking in the street.

no

Nothing to add.

If the inspector would follow up,and left several messages and it has been over a month. So I keep reporting and complaining.The guy keeps on repeating the violations and still nothing has been done.I have no feedback from the inspector on the status.So please have someone contact me.

Nothing.  The call went smoothly.  There is still an odor occasionally.  When service rep came out he was very nice and helpful.



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5) Disagree (2)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

Nothing – I already find it very easy to submit service requests to the City of San Diego. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a year Strongly Agree (5) Strongly Agree (5)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

509

611

516

431

347

409

770

470

573

508

539

1225

none 336

409

1064

486

562

552

360

758

307

474

581

13710
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9 min Passed all programmed checks Completed
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60 min or more Passed all programmed checks Completed
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349 COMPLETED 2014-12-20 15:30:57 2014-12-20 15:36:10 Deleted for Privacy 1419118261 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

347 COMPLETED 2014-12-17 15:23:18 2014-12-17 15:29:11 Deleted for Privacy 1418858599 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

335 COMPLETED 2014-12-15 18:29:15 2014-12-15 18:41:54 Deleted for Privacy 1418696957 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

329 COMPLETED 2014-12-15 17:09:07 2014-12-15 17:16:15 Deleted for Privacy 1418692149 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

292 COMPLETED 2014-12-18 17:20:39 2014-12-18 17:27:35 Deleted for Privacy 1418952040 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

280 COMPLETED 2014-12-18 15:44:49 2014-12-18 15:50:27 Deleted for Privacy 1418946290 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

278 COMPLETED 2014-12-17 16:27:59 2014-12-17 16:34:30 Deleted for Privacy 1418862480 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

276 COMPLETED 2014-12-16 17:42:09 2014-12-16 17:47:18 Deleted for Privacy 1418780530 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

274 COMPLETED 2014-12-18 17:06:46 2014-12-18 17:14:14 Deleted for Privacy 1418951206 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    10/31/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy the public utilities department            10/31/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       10/31/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    11/1/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy investigating no water at your address                      11/1/2014 4270

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy traffic sign maintenance 11/3/2014 5443

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    11/3/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/3/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    11/3/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/3/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy investigating no water at your address                      11/3/2014 87

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy investigating no water at your address                      11/3/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy low water pressure       11/3/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 11/4/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 11/4/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a water leak                    11/4/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 11/5/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken traffic signal 11/5/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 11/5/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking a traffic sign 11/5/2014 5462



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Neutral (3) Strongly Agree (5) Agree (4)

An internet search Agree (4) Agree (4) Disagree (2)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Agree (4)

An internet search Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

An internet search Disagree (2) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Agree (4)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Neutral (3) Agree (4)

An internet search Neutral (3) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I found the correct number some other way Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Neutral (3) Agree (4) Agree (4)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Agree (4) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Neutral (3)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Disagree (2) Disagree (2) Agree (4)

Strongly Disagree (1) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Disagree (2) Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Agree (4)

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4) Agree (4)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Agree (4) Disagree (2) Disagree (2) Disagree (2)

Neutral (3) Agree (4) Neutral (3) Agree (4)

Strongly Agree (5) Agree (4) Agree (4) Agree (4)

Neutral (3) Disagree (2) Disagree (2) Disagree (2)

Agree (4) Neutral (3) Agree (4) Neutral (3)

Agree (4) Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Disagree (2) Agree (4) Agree (4)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Disagree (1) Neutral (3) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Strongly Disagree (1) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Disagree (2) Neutral (3) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3) Disagree (2)

Agree (4) Agree (4) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Neutral (3) Strongly Disagree (1) Neutral (3)

Disagree (2) Neutral (3) Neutral (3) Disagree (2)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single phone number to submit all City of San Diego service requests. Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Better trained customer service representatives to direct me where to 

submit different types of service requests.
Yes No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. Yes Don't recall

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a year

A smartphone app or social media account to submit all City of San Diego 

service requests.
No About once a month

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Neutral (3) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Agree (4)

Neutral (3) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Agree (4)

Neutral (3) Strongly Agree (5) Neutral (3)

Neutral (3) Strongly Agree (5) Agree (4)

Agree (4) Disagree (2) Agree (4)

Strongly Agree (5) Disagree (2) Strongly Agree (5)

Agree (4) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Agree (4)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Disagree (2)

Strongly Agree (5) Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Neutral (3) Agree (4) Agree (4)

Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Neutral (3) Strongly Disagree (1) Strongly Agree (5)

Disagree (2) Agree (4) Agree (4)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

They told me it would take three days instead they were there in 2 hours after my call. That was good.

Nothing..

IT WAS PRETTY GOOD AND FAST

Nothing..

It was quick and efficient.  They did everything great.  

no 

The response time was terrible.

to have a website and shorter wait period on the phone. city should make a better job to let people know they have a website.

i was transferred too many times when i called

if something come were to come up in the future just finding the right phone number to report a specific thing.

no. not at this time.

none

When I called the number they kept me waiting forever for the number that i should have called in the first place.

I would like feedback when i call something in. I would like conformation on if the job had been done or not. When I call Cal Trans they ask me if i would like a callback or email to let me know if the job has been done or when it should be done. 

it has not been fixed yet

Turning off the city sprinklers when it rains..

Nothing...

no

We would like to have a formal response to our complaint. We have received no response after our service request was submitted.

Nothing....



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

472

356

574

448

2812

513

374

679

404

592

621

309

351

757

426

415

337

390

307

448



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

46 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

10 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

264 COMPLETED 2014-12-22 15:32:24 2014-12-22 15:38:59 Deleted for Privacy 1419291149 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

243 COMPLETED 2014-12-22 15:24:20 2014-12-22 15:31:38 Deleted for Privacy 1419290660 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

236 COMPLETED 2014-12-19 12:47:34 2014-12-19 12:55:16 Deleted for Privacy 1419022056 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

233 COMPLETED 2014-12-18 17:37:07 2014-12-18 17:45:17 Deleted for Privacy 1418953028 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

223 COMPLETED 2014-12-18 16:51:52 2014-12-18 16:58:24 Deleted for Privacy 1418950313 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

212 COMPLETED 2014-12-16 17:18:18 2014-12-16 17:23:58 Deleted for Privacy 1418779099 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

192 COMPLETED 2014-12-16 16:30:27 2014-12-16 16:43:28 Deleted for Privacy 1418776228 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

186 COMPLETED 2014-12-15 19:01:10 2014-12-15 19:08:25 Deleted for Privacy 1418698871 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

175 COMPLETED 2014-12-20 15:14:09 2014-12-20 15:20:09 Deleted for Privacy 1419117250 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

174 COMPLETED 2014-12-22 17:17:26 2014-12-22 17:32:27 Deleted for Privacy 1419297448 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

160 COMPLETED 2014-12-20 16:00:03 2014-12-20 16:04:44 Deleted for Privacy 1419120007 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

147 COMPLETED 2014-12-15 18:15:29 2014-12-15 18:25:21 Deleted for Privacy 1418696131 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

141 COMPLETED 2014-12-16 15:55:05 2014-12-16 16:02:30 Deleted for Privacy 1418774107 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

127 COMPLETED 2014-12-18 13:59:40 2014-12-18 14:04:56 Deleted for Privacy 1418939981 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

123 COMPLETED 2014-12-22 17:21:34 2014-12-22 17:26:26 Deleted for Privacy 1419297694 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

120 COMPLETED 2014-12-18 14:36:44 2014-12-18 14:42:37 Deleted for Privacy 1418942205 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

119 COMPLETED 2014-12-15 19:34:06 2014-12-15 19:43:34 Deleted for Privacy 1418700848 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

114 COMPLETED 2014-12-17 13:32:09 2014-12-17 13:39:09 Deleted for Privacy 1418851930 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

108 COMPLETED 2014-12-19 14:18:48 2014-12-19 14:27:45 Deleted for Privacy 1419027530 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

101 COMPLETED 2014-12-18 20:11:36 2014-12-18 20:17:22 Deleted for Privacy 1418962302 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

91 COMPLETED 2014-12-20 15:37:34 2014-12-20 15:45:13 Deleted for Privacy 1419118654 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

88 COMPLETED 2014-12-17 12:33:43 2014-12-17 12:41:54 Deleted for Privacy 1418848423 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/5/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy adjusting a traffic signal light 11/6/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/6/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a missing storm drain grate 11/7/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking the street or sidewalk 11/7/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                11/7/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy transient camp removal 11/10/2014 6043

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/10/2014 5487

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/11/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/11/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy minor street repairs 11/12/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/12/2014 5454

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy street sweeping 11/13/2014 146

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/13/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a broken street light 11/14/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a tree blocking a traffic sign 11/14/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy storm drain maintenance 11/14/2014 5453

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a damaged tree 11/14/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/14/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a bad sewer odor                11/14/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy a clogged storm drain 11/17/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy pothole repair 11/17/2014 6032



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Online (Website, email, or smartphone app) 

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew where to call from submitting a previous service request Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Agree (4) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Agree (4) Agree (4)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Strongly Agree (5) Strongly Agree (5) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Neutral (3)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Disagree (2) Strongly Agree (5) Strongly Disagree (1)

An internet search Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Neutral (3) Strongly Agree (5) Neutral (3)

An internet search Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I found the correct number some other way Agree (4) Strongly Agree (5) Agree (4)

The phone book Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Agree (4) Strongly Agree (5) Agree (4) Strongly Agree (5) Agree (4)

Agree (4) Agree (4) Agree (4) Agree (4) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Neutral (3) Strongly Agree (5) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Disagree (2) Agree (4) Disagree (2) Disagree (2)

Strongly Agree (5) Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Agree (4) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)

Agree (4) Agree (4) Agree (4) Agree (4)

Agree (4) Agree (4) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Neutral (3)

Strongly Disagree (1) Disagree (2) Agree (4) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Agree (4) Neutral (3) Agree (4) Neutral (3)

Neutral (3) Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Strongly Agree (5) Strongly Disagree (1)

Agree (4) Neutral (3) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Neutral (3) Neutral (3)

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No About once a month

A single phone number to submit all City of San Diego service requests. No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

A single phone number to submit all City of San Diego service requests. Yes No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No About once a month



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Neutral (3) Agree (4) Agree (4)

Strongly Agree (5) Agree (4) Strongly Agree (5)

Neutral (3) Agree (4) Agree (4)

Agree (4) Agree (4) Agree (4)

Neutral (3) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Disagree (1) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Agree (4)

Strongly Agree (5) Neutral (3) Strongly Agree (5)

Neutral (3) Neutral (3) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

none

Nothing really

Nothing...

I would appreciate a call to me once the work is completed.

The personnel was extremely helpful.

nope

none great job

none

a response from them would have been nice and I no longer live in the san diego area

none

Its really hard to get through the phone system.I left my number 3 times and noone returned my call.When you call into Environmental Services, you have to push the buttons multiple times to get to the correct department.On my service request everything was not picked up, they left a bucket of motor oil in the 

alley and it spilled

Everything was great and wonderful.

The fact that i called the day after there was a head on collision, they still haven't fixed the issue.

I requested that there was a dead tree on my sidewalk and if there is a strong storm it will fall and cause damage to property or a person. I still haven't been contacted about the issue and would like it addressed as soon as possible. Would like to know how soon it will be addressed. 

Not this time.

The second time i called the City they still didn't come out and they still haven't responded to my request. 

none

calling city council is a waist of time. 



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

I already knew how to find the correct webpage from submitting a previous service request Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

An internet search Agree (4) Agree (4) Agree (4)

An internet search Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I already knew how to find the correct webpage from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4) Strongly Disagree (1)

Strongly Agree (5) Strongly Agree (5) Agree (4) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5) Strongly Disagree (1)



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...

Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Neutral (3) Disagree (2)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Disagree (1) Strongly Disagree (1) Agree (4)



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 

A single phone number to submit all City of San Diego service requests. No

A single phone number to submit all City of San Diego service requests. Yes No

A single webpage on the City of San Diego website to report all City of San Diego service requests. No

Nothing – I already find it very easy to submit service requests to the City of San Diego. No



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...

About once a month Agree (4) Agree (4)

About once a year Neutral (3) Strongly Agree (5)

About once a year Strongly Agree (5) Strongly Agree (5)

About once a month Strongly Agree (5) Strongly Disagree (1)



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...

Agree (4)

Strongly Agree (5)

Strongly Agree (5)

Strongly Agree (5)



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

i need a response about some brushes on my sidewalk 390

438

459

488

391

338

779

433

358

899

277

589

I think its great that you have a follow up call regarding my request. Nothing 442

314

none 292

351

566

419

535

340

they need to follow up and take care of the issue 459

491



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

6 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

12 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

14 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

4 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

9 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

5 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed



Respondent 

ID

Completion 

status
Survey start time Survey end time Third party unique identifier QSTIME) Start Time QREV) Live Revision History QMODE) Display Mode

QAUTO1) Testing 

Page Message or 

Auto-Submit

QAUTO2) Testing 

Page Message or 

Auto-Submit

QTAG) Tag
QID1) Respondent 

ID (Savvy ID)

QID2) Panelist ID 

(Respondent ID Out)

81 COMPLETED 2014-12-18 16:50:33 2014-12-18 16:57:51 Deleted for Privacy 1418950234 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

74 COMPLETED 2014-12-20 17:20:51 2014-12-20 17:27:18 Deleted for Privacy 1419124853 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

72 COMPLETED 2014-12-16 15:53:40 2014-12-16 16:05:39 Deleted for Privacy 1418774024 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

52 COMPLETED 2014-12-19 12:57:58 2014-12-19 13:06:14 Deleted for Privacy 1419022680 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

49 COMPLETED 2014-12-16 16:41:00 2014-12-16 16:44:53 Deleted for Privacy 1418776863 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

31 COMPLETED 2014-12-16 17:25:01 2014-12-16 17:38:46 Deleted for Privacy 1418779502 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

26 COMPLETED 2014-12-16 17:12:55 2014-12-16 17:26:43 Deleted for Privacy 1418778777 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

22 COMPLETED 2014-12-20 16:11:53 2014-12-20 16:19:54 Deleted for Privacy 1419120714 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy

18 COMPLETED 2014-12-15 19:16:51 2014-12-15 19:28:22 Deleted for Privacy 1418699812 No Revisions Live Deleted for Privacy Deleted for Privacy Tag 1 Deleted for Privacy Deleted for Privacy



QAGENT) User agent
QOS) Operating 

system
QBROWSER) Browser

QSAMPLE) Sample 

Source

QLANG) Language of 

interview:

QNAME) Name of 

person who made the 

complaint:

QSERVICE) Type of service request: QSDATE) Date of service: QINTRID) Interviewer ID:

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/17/2014 4977

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/17/2014 5481

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/17/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/18/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/18/2014 5462

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/19/2014 6032

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/19/2014 3239

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal dumping 11/19/2014 6037

Deleted for Privacy Deleted for Privacy Deleted for Privacy Phone English Deleted for Privacy illegal storm water discharge 11/20/2014 146



QS1a) Hello, this is [INTERVIEWER] from Luth Research, and I&rsquo;m calling on behalf of the City of San 

Diego regarding the service request for ~QSERVICE~ that you submitted to the City on ~QSDATE~.  

Is this ~QNAME~?

QS1b) Did you contact the City 

of San Diego regarding a service 

request for ~QSERVICE~ on 

~QSDATE~? 

QS2) Do you have a few 

minutes to answer a few 

questions about your 

experience? 

QS2a) First, are 

you a City of 

San Diego 

employee? 

QS2b) Did you submit this request by 

phone, or online via the City of San Diego 

website, email, or smartphone app? 

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone

Yes Yes No Phone



QPHONE3) How did you find the correct phone number to call to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QPHONE4a) {It was easy to find the correct phone number 

to call for my service request on the first try.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QPHONE4b) {The first person who answered my call was able to take 

my service request or transfer me to the correct number.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE4c) {If placed on hold, it was only for a 

brief period of time.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

An internet search Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Agree (4)

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

The phone book Strongly Agree (5) Strongly Agree (5) Agree (4)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Neutral (3) Agree (4) Agree (4)

I found the correct number some other way Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

I called a different City of San Diego phone number and was directed or transferred to the correct number Strongly Agree (5) Strongly Agree (5)
Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : 

"" ~

I already knew where to call from submitting a previous service request Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

An internet search Agree (4) Strongly Agree (5) Strongly Agree (5)



QPHONE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...

QPHONE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QPHONE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QPHONE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QPHONE6a) {I already find the process of reporting a 

service request to the City of San Diego to be easy.} 

The next statements relate to possible ways in which 

the reporting process could be improved...

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Agree (4)

Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Neutral (3) Neutral (3) Agree (4)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~

Strongly Agree (5) Neutral (3) Strongly Agree (5) Agree (4) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)



QPHONE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QPHONE6e) {Having better trained customer service representatives 

to direct me where to make different types of service requests would 

make the process easier.} The next statements relate to possible 

ways in which the reporting process could be improved...

Strongly Disagree (1) Strongly Agree (5) Neutral (3) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Disagree (2) Strongly Disagree (1) Agree (4)

Strongly Agree (5) Agree (4) Agree (4) Strongly Agree (5)

Strongly Agree (5) Neutral (3) Strongly Agree (5) Neutral (3)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Neutral (3)

Strongly Disagree (1) Strongly Disagree (1) Strongly Disagree (1) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Disagree (2) Strongly Agree (5) Strongly Disagree (1)



QPHONE6f) For the following question, please select only one 

response. If you had to pick one thing, what would be most 

likely to make it easier to submit your service request? ~ 

$QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE]" : "" ~  

QPHONE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~  

QPHONE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~  

QPHONE7c) Using a 5-point scale where 1 

equals Strongly Disagree and 5 equals 

Strongly Agree, please indicate how well 

you agree with this statement:

The crew was knowledgeable about how to 

make other service requests.  

QPHONE8) How often do you report public 

right-of-way maintenance needs to the 

City of San Diego? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~  

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
Yes No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego

A single phone number to submit all City of San Diego service requests. No About once a year

Nothing – I already find it very easy to submit service requests to the City 

of San Diego.
No About once a month

Better trained customer service representatives to direct me where to 

submit different types of service requests.
No About once a month

A single phone number to submit all City of San Diego service requests. Yes Yes Strongly agree (5) About once a month

A single webpage on the City of San Diego website to report all City of 

San Diego service requests.
No

My service request for ~QSERVICE~ on 

~QSDATE~ was the first time I've reported a 

public right-of-way maintenance need to the City 

of San Diego



QPHONE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:

QPHONE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:

QPHONE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:

Strongly Agree (5) Agree (4) Neutral (3)

Agree (4) Strongly Agree (5) Strongly Agree (5)

Disagree (2) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Strongly Agree (5) Strongly Agree (5)

Agree (4) Agree (4) Agree (4)

Agree (4) Strongly Agree (5) Agree (4)

Strongly Disagree (1) Strongly Agree (5) Strongly Agree (5)

Strongly Agree (5) Disagree (2) Strongly Agree (5)

Disagree (2) Not Applicable ~ $QSAMPLE==2 ? "[DO NOT READ]" : "" ~ Strongly Agree (5)



QPHONE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE] " : " " ~

none

none

When they come to pick up the recycle bins they have missed some of them in the last six months and have to come back. There are young people in the area if the bins are full they just throw trash on the ground

Nothing

No everything was done properly.

They don't always pick up the recycle can...they break cans all the time...damage cans. they aren't careful and we have to pay for the cans

I have nothing else to report right now

I haven't seen in my area 92105 the street cleaner. I think they should come out at least once a month to clean my street. The City needs to cut down trees in my area. I shouldn't have to keep making requests for them to remove graffiti because they should remove it themselves.

I they would Follow up with people about the request they make. If not we have to make another call to find out if the problem has been solved. 



QONLINE3) How did you find the correct webpage to call to submit your service 

request? ~ $QSAMPLE==2 ? "[READ LIST; SINGLE RESPONSE] " : " " ~

QONLINE4a) {It was easy to find the correct webpage or email 

address to submit my service request on the first try.} We would 

like to learn more about your attitudes toward the process of 

reporting your service request to the City...

QONLINE4e) {The instructions for submitting an online 

service request were clear and easy to follow.} We would 

like to learn more about your attitudes toward the process 

of reporting your service request to the City...

QONLINE4d) {Overall, the process of reporting my 

service request was easy.} We would like to learn 

more about your attitudes toward the process of 

reporting your service request to the City...



QONLINE5a) {The City of San Diego responded to my 

service request in a timely manner.} The next 

statements relate to the City of San Diego&rsquo;s 

response to your service request...

QONLINE5b) {The number of crew members sent to 

the job site seemed appropriate for the work being 

done.} The next statements relate to the City of San 

Diego&rsquo;s response to your service request...

QONLINE5c) {I am satisfied with the quality of the work 

performed by the City of San Diego in response to my 

service request.} The next statements relate to the City of 

San Diego&rsquo;s response to your service request...

QONLINE6a) {I already find the process of reporting 

a service request to the City of San Diego to be 

easy.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6b) {Having a single phone number to report all 

City of San Diego service requests would make the process 

easier.} The next statements relate to possible ways in 

which the reporting process could be improved...



QONLINE6c) {Having a smartphone app or social media account 

to report all City of San Diego service requests would make the 

process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6d) {Having a single webpage on the City of San Diego 

website to report all City of San Diego service requests would make 

the process easier.} The next statements relate to possible ways in 

which the reporting process could be improved...

QONLINE6e) {Having better trained customer service representatives to 

direct me where to make different types of service requests would make 

the process easier.} The next statements relate to possible ways in which 

the reporting process could be improved...



QONLINE6f) For the following question, please select only one response. If you had to pick one thing, 

what would be most likely to make it easier to submit your service request? ~ $QSAMPLE==2 ? 

"[READ LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE7a) Did you interact with the City 

of San Diego crew that performed the 

work you requested? ~ $QSAMPLE==2 ? 

"[READ LIST]" : "" ~ 

QONLINE7b) Did you ask questions about 

how to report other types of service 

requests to the City of San Diego? ~ 

$QSAMPLE==2 ? "[READ LIST]" : "" ~ 

QONLINE7c) Using a 5-point scale where 1 equals Strongly Disagree and 5 

equals Strongly Agree, please indicate how well you agree with this statement:

The crew was knowledgeable about how to make other service requests. 



QONLINE8) How often do you report public right-of-way maintenance needs to the City of San Diego? ~ $QSAMPLE==2 ? "[READ 

LIST; SINGLE RESPONSE]" : "" ~ 

QONLINE9a) {I frequently notice public right-of-way maintenance needs 

when I am in the City of San Diego.} Using a 5-point scale where 1 equals 

Strongly Disagree and 5 equals Strongly Agree, please indicate how well 

you agree or disagree with the following statements:...

QONLINE9b) {Thinking about my overall experience, I am satisfied with the way 

the City of San Diego addressed my service request.} Using a 5-point scale 

where 1 equals Strongly Disagree and 5 equals Strongly Agree, please indicate 

how well you agree or disagree with the following statements:...



QONLINE9c) {Based on my experience, I would likely report additional public 

right-of-way maintenance issues to the City of San Diego in the future.} Using a 

5-point scale where 1 equals Strongly Disagree and 5 equals Strongly Agree, 

please indicate how well you agree or disagree with the following statements:...



QONLINE10) Is there anything else you’d like to share about your experience making a service request to the City of San Diego?

~ $QSAMPLE==2 ? "[PLEASE RECORD THEIR RESPONSE AS ACCURATELY AS POSSIBLE]  " : " " ~ 

QETIME) Total 

Elapsed Time in 

Seconds

437

385

714

494

230

823

826

479

690



QTIME) Survey 

Time
Bad OE Speeder Straightliner

Conflicting 

Responses
Other Check 6 Check 7 Check 8 Missing Data Error

Passed all programmed 

checks

QVALID) 

Validation 

Status

7 min Passed all programmed checks Completed

6 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed

8 min Passed all programmed checks Completed

3 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

13 min Passed all programmed checks Completed

7 min Passed all programmed checks Completed

11 min Passed all programmed checks Completed


