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About the Survey Provider
ETC Institute

« ETC Institute (ETC) is a national leader in market

research for local government organizations (

« ETC has helped city and county governments ‘«. E I ‘
gather and use survey data to enhance INSTITUTE
organizational performance for more than 30 j S
years

e ETC has surveyed more than 2,000,000 persons
since 2006 for more than 850 cities in 49 states
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Purpose

To objectively assess satisfaction with the delivery of major City services
To determine priorities for the City
To help inform the budget process

Provide a baseline for assessing progress over time
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Methodology

Survey Description
Survey Length: 5 pages
Duration: Took approximately 10 minutes to complete

Administration Methods

Mail, phone, and online during November - December 2015
Utilized a random sample of residents

Sample size: Goal of 1,800 completed surveys (200 in each of the City’s nine
Council Districts)

2,478 surveys completed
1,324 via mail
583 via telephone
571 via online

Survey demographics are very similar to the most recent Census estimates with
regard to age, gender, race, Hispanic ancestry, and other factors.

Confidence level: 95%
Margin of error: +/- 2.0% overall
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Location of Survey Respondents

a
©
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BAJA CALIFORNIA

©2015 CALIPER; ©2014 HERE
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Survey Considerations

When reviewing survey results, please keep in mind the following:
Responses may be based on both actual experience and/or perception
The survey does not reveal reasons for respondents’ satisfaction levels

Survey results can inform improvements in process, management, policy, communication, and
community engagement; all are important and may play a role in responses

The survey may raise additional questions or generate further research by Performance &
Analytics
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Perceived Change in Overall Quality of City Services

Q5. How Residents Think the Overall Quality of
Services Provided by the City Has Changed Compared
to Several Years Ago

by percentage of respondents (excluding don't Knows)

A little better Much better
31% T 12%

Much worse
8%

W////////////

About the same
35%

A little worse
15%

Source: ETC Institute (City af San Diego 201 5 Resident Survey)
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Perceptions of the City

Q1. How Residents Rate Certain Aspects of Living and
Working in San Diego

by percentage of respondents (excluding don't knows)

= -

As a place to live Yo

As a place to raise a family

As a place to work 22% | % 26%
As a place to retire 27% % | 26%
As a place to start a career I % | 3%
As a place to start a business % 34%I
0% 2 I]I‘Jf'u 40% EI]I‘}-"u BI.'Il‘b"u 100%

|mExcellent EAGood IFair E3Poor EVery Poor |

Souwrce: ETC Institute (City gf San Diego 2015 Resident Survey)
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Perceptions of the City

Q2. Satisfaction With Items That Influence
Perceptions of the City of San Diego

by percentage of respondents (excluding don't Knows)

Feeling of safety in your neighborhood 29% I % 13%
Image of the City 25% % I 15I‘!|'h

Quality of life in the City 22% % I 13;}5

Feeling of safety in the City 16% % I 20%

Cuality of services provided by the City Bl % 28%
Financial stability of City government {58 % 34% % 9%
Walue received for City tax dollars/fees |jkl] % 0% % 15%

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

m\ery Satisfied EaSatisfied OMNeutral EDissatisfied WVery Dissatisfied
Source: ETC Institute (City af San Diego 201 3 Resident Survey)
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Satisfaction with City Services

Q3. Satisfaction With Overall Quality of City Services

by percentage of respondents (excluding don't knows)

Fire rescue safety senices I W %

Library programs and facilities T 33% I W % I1 5%

Lifequard senvices y W %
Emergency medical senices ! W %

Solid waste services % 17% g
23% %
25% e T%
28% T
Sustainability efforts by the City JRER) 28% 8%
Customer senice from City employees ! 30% W B%
R
P 10%
Y
. 15%

29%
80% 100%

Water and wastewaster services

Police semvices

Parks and recreation programs and facilities

Communication with the public

Storm water runofffmgmt. & flood prevention

Code enforcement

Planning and development services

Maintenance of streets/sidewalks/infrastructure

|-"u"er5-r Satisfied EASatisfied CMeutral EADissatisfied mVery Dissatisfied

Source: ETC Institute (City of San Diego 201 5 Resident Survey)
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Satisfaction with City Services

Q15. How Residents Rate Customer Service from
City Employees

by percentage of respondents (excluding don't Knows )

Courtesy of City employees 26% / l 20%
Knowledge of City employees 20% | / I 21%
Overall customer senvice provided 21% | / I 21%
Responsiveness of City employees 20% / | 24% 0%
2I]I';-'h 4llll'ﬁ EI'.I.';fh Bﬁ% 100%

|-Ex+:ellent EGood OFair EEPoor mVery Poor

Source: ETC Institute (City gf San Diego 201 5 Restdent Survey)
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Priorities for Residents

Q4. City Services That Residents Felt Were Most
Important for the City to Provide

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

FPolice services

Maintenance of streets/sidewalksfinfrastructure
Fire rescue safety senices

Emergency medical senices

Water and wastewaster senices
Sustainability efforts by the City

Parks and recreation programs and facilities
Library programs and facilities
Communication with the public

Planning and development senvices

Solid waste senices
Customer senice from City employees

Code enforcement

Storm water runofffmgmt. & flood prevention
Lifeguard services

0% 20% 40% &60%

mFirst Choice &35econd Choice mThird Choice mFourth Choice

Source: ETC Institute (City gf San Diege 201 5 Resident Survey)
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Priorities for Residents

City of San Diego 2015 Resident Survey
Importance-Satisfaction Assessment Matrix
-Overall Quality of City Services-

(pointz on the graph show deviations from the mean imporance and satisfaction ratings given by respondentsto the survey)

mean importance

Exceeded Expectations Continued Emphasis
lower importance/higher satisfaction higher importancehigher satisfaction
. o Fire rescue safety services
Library programs and facilities*
[#)) Lifeguard servicess . .
.E Solid waste services® +E mergency medical services
e |
&U Water and wastewaster services® E
_ | T
o Police servicess ]
e 3
'.E Parks and recreation programs and facil iti ese =
(o] Customer service from City employeess :
e Communication with the public ___ ©
— Storm water runoffs E
o /S
0 Code enforcement
Sustainability efforts by the City
Planning and development servicess . . .
Maintenance of streets/sidewalks/infrastructu
Less Important Opportunities for Improvement
lower importance/lower s atisfaction higher importsncelower satis faction
Lower Importance Impnrtance Rating Higher Imporance

Source: ETC Institute (2015)
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Summary and Next Steps

The City is moving in the right direction (43% think City services have
gotten better compared to several years ago vs. 23% worse)

Most residents have a positive perception of the City
The City gets good ratings as a place to live, work, and raise a family
Most resident feel safe
Residents give positive ratings for the City’s image and quality of life

City services receiving the HIGHEST satisfaction ratings:
Fire rescue safety services
Libraries

Top priority for improvement:
Maintenance of streets, sidewalks and infrastructure

sandiego.gov
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Summary and Next Steps

Continue the focus on infrastructure as a critical responsibility & core
function of City government

Work with Communications Department and community outreach teams to
enhance information-sharing and engagement with residents

Work with Economic Development on improving the perception and reality
of the City as a place to start a business

Work with Police Department on highlighting community-policing
opportunities to improve overall crime prevention efforts/feeling of safety

Monitor impacts of new homelessness initiatives

sandiego.gov
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Questions
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Perceptions of the City

Q1. How Residents Rate Certain Aspects of Living and
Working in San Diego

by percentage of respondents (excluding don't Knows)

. E
As a place to raise a family 31% % 17%

As a place to live

As a place to work 22% % 26%
As a place to retire 27% % | 26%
As a place to start a career 17% I % | I
As a place to start a business % 34'}":.I
0% 2IJI‘H1 40% Eﬂlﬁ‘u BI]I% 100%

|-Excellent EAGood OFair EAPoor WVery F'u:u:ur|

Sowrce: ETC Institute (City of San Diego 2015 Resident Survey)
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Perceptions of the City

Q2. Satisfaction With Items That Influence
Perceptions of the City of San Diego

by percentage of respondents (excluding don't Knows)

Feeling of safety in your neighborhood 29% 13% ':,'r.'-./‘}"u

Image of the City 25% % 194, ':_a,_r./.-:;,

CQuality of life in the City 22%

189 ':_-,.r../ 39

Feeling of safety in the City 16% 20% *’f

Quality of services provided by the City BRI % 28%
Financial stability of City government [ % 4% % 9%
Value received for City tax dollarsffees |k % 0% % 15%

0% 20% 40% B0% BO% 100%

mVery Satisfied E3Satisfied OMeutral EDissatisfied WYery Dissatisfied
Source: ETC Institute (City af San Diego 201 5 Resident Survey)
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Overall Quality of City Services

Q3. Satisfaction With Overall Quality of City Services

by percentage of respondents (excluding don't knows)

Fire rescue safety senvices

#7777 e R
W % 15% 55

' AN ' /] 2% P
: W : % 2.2% LR,
B e
As ] 2%
AT | 25% A B
a0 28% L 1% KD
A 28% | v B
Customer semvice from City employees W % 30% W 8%
Communication with the public W % 4% W 6%

Storm water runofffmgmt. & flood prevention | W % 29% WW 10%
Code enforcement : W % 4% VW 8%

Planning and development semnices 36% W 15%

17% | 3% 29%

0% 20% 40% E0% BO% 100%

Library programs and facilities

Lifeguard semnices

Emergency medical senvices

Solid waste senvices

Water and wastewaster services

Police services

Parks and recreation programs and facilities

Sustainability efforts by the City

Maintenance of streets/sidewalks/infrastructure

|-‘u’er'_,-r Satisfied EASatisfied OMNeutral E=Dissatisfied BVery Dissatisfied
Source: ETC Institute (City of San Diego 201 5 Resident Survey)
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Overall Quality of City Services

Q4. City Services That Residents Felt Were Most
Important for the City to Provide

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

Police senices

Maintenance of streets/sidewalks/infrastructure
Fire rescue safety senices

Emergency medical senices
Water and wastewaster senvices
Sustainability efforts by the City

Parks and recreation programs and facilities
Library programs and facilities

7% a a
16%
14%;
13% |
13% |

Communication with the public

Planning and development services

Solid waste services

Customer sernvice from City employees
Code enforcement

Storm water runofffmgmt. & flood prevention
Lifeguard services

0% 20% 40% 60%

mFirst Choice 3Second Choice EThird Choice mEFourth Choice

Source: ETC Institute (City of San Diego 201 5 Resident Survey)
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Overall Quality of City Services

Q5. How Residents Think the Overall Quality of
Services Provided by the City Has Changed Compared

to Several Years Ago
by percentage of respondents (excluding don't kKnows)

A little better Much better
31% g 12%

Much worse
8%

A little worse
15%
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Satisfaction with Specific City Services

Q6. Satisfaction with Police Services

by percentage of respondents (excluding don't Knows)
Effectiveness of local police protection 18% 21%
The visibility of police in the City [ / 28%
How quickly police respond 16% % 26%
The visibility of police in your neighborhood 15% % 25%
The City's overall crime prevention efforts  EEEES / 32% 6%
0% 20% 40% B80% B0% 100%
mVery Satisfied EaSatisfied ONeutral E=Dissatisfied mVery Dissatisfied
Source: ETC Institure (City of San Diego 2015 Resident Survey)
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Satisfaction with Specific City Services

Q7. Satisfaction with Fire Services
by percentage of respondents (excluding don't Knows)
How quickly firefighters respond % 14%
Effectiveness of local fire protection % 15%
How quickly emergency medical personnel respond % 15%
Effectiveness of ambulance/emergency medical sves. % 17%
Effectiveness of lifequard protection at beaches % 21%  #
The City's overall fire prevention efforts % 22%
Efforts to provide water/beach safety information % 28%
0% 20% 40% 60% BO% 100%,
WYery Satisfied EASatisfied OMeutral EADissatisfied BYery Dissatisfied
Sowrce: ETC Institute (City of San Diego 201 3 Resident Survey)
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Satisfaction with Specific City Services

Q8. Satisfaction with City Streets, Sidewalks,

and Infrastructure

by percentage of respondents (excluding don't Knows)

Accessibility of streets/sidewalks/bldgs. for people 16%

o

with disabilties

Condition of City buildings

Availability of street lights in your neighborhood

W 23% 145 T
%/ 26% o e

Efforts to keep streets clean in your neighborhood

Condition of bike lanes, paths, racks and signs

Condition of sidewalks in your neighborhood

Condition of sidewalks in the City

Condition and maintenance of streets in
your neighborhood

Quality of street repairs

Condition and maintenance of City streets EFA W

W 23% R 12%
W 25% W 13%
W 20% W 18%

W 25% W 15%
%;W 15% W | 26%
I 22‘;":» W 26%
16% | W 25%

0% 20% 46% B I]I";"'u 80%

100%

|MVery Satisfied EASatisfied CINeutral EZDissatisfied BVery Dissatisfied |

Sowrce: ETC Institute (City of San Diege 2015 Resident Survey)
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Satisfaction with Specific City Services

Q9. Satisfaction with Solid Waste Services

by percentage of respondents (excluding don't knows)

Residential trash collection 10% [

Residential recycling services 11%

0% 20% 40% 0% BO% 100%

|-‘u’er5,.r Satisfied EaSatisfied COMeutral EADissatisfied WY ery Dissatisfied

Source: ETC Institute (City of San Diego 201 5 Resident Survey)
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Satisfaction with Specific City Services

Q10. Importance of Actions to Support Sustainability
In the Community

by percentage of respondents (excluding don't kKnows)

Preparing for mare frequent storms, etc. 13% Py

Providing opportunities to reduce energy use 13% g

Increasing walking, biking & transit use

0% 20% 40% 60% BO%

|-‘u’er'_,-r Important Elmportant CSomewhat Important EaMot Important mMot at All Important |

Source: ETC Institute (City gf San Diego 2015 Resident Survey)
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Satisfaction with Specific City Services

Q11. Satisfaction with Parks and Recreation Services
by percentage of respondents (excluding don't Knows)
Availability of parks and recreation facilities 24% % 17%
Maintenance of City beaches 19% I % I 1IE';|1}
Maintenance of City parks 18% % I 20%
Hours of operation at City parks & rec facilities 19% I % I 22%
Open space and walking & biking trails 17% I % I 23% | 1%
Maintenance of City recreation facilities 17% I % I 28% |
Maintenance of City swimming pools EREF" I % | o4% Yo
Quality of recreational programs & classes EEES I % 5%
Programs offered at City swimming pools [EEERS I % | o8% | %
0% EIJI‘}"u -1-I]I‘}"u EI'.II‘}"u BIJI‘}"u 100%
WVery Satisfied EASatisfied COMeutral E2Dissatisfied MVery Dissatisfied
Source: ETC Institute (City of San Diego 201 5 Resident Survey)
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Satisfaction with Specific City Services

Q12. Satisfaction with Library Services

by percentage of respondents (excluding don't Knows )

Awailability of library facilities

CQuality of library services/libraries in your
neighborhood

Maintenance of City libraries 19%

CQuality of library programs

Resources like computers, tablets, Internet etc. 21%

_ E
_ E

Hours of operation at City libraries 18%

T

|-"u"er'_,-r Satisfied E3Satisfied COMeutral E2Dissatisfied BVery Dissatisfied

0% 20% 80% BO% 100%

Source: ETC Institute (City gf San Diego 2015 Resident Survey)

sandiego.gov
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Customer Service & Engagement

Q13. Satisfaction with Community Engagement
by percentage of respondents (excluding don't knows)
Access to information about City programs/senvices B 23%
Owerall usefulness of the City's website g % 36% 0%
Access to City officials =53 % 35%
The City's televisiion channel (City 24) 3 / Lo 49% 0%
Outreach efforts to keep public informed about P19 399,
capital projects
0% 20% 40% 60% B0% 100%
WVery Satisfied EASatisfied ONeutral EADiIssatisfied WV ery Dissatisfied
Sourcer ETC Institute (City gf San Diego 2015 Resident Survey)

sandiego.gov
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Satisfaction with Specific City Services

Q14 . Satisfaction with Other Services

by percentage of respondents (excluding don't Knows )

Online senvices [IRELY A 28% 5%

Qualityfvariety of entertainment, expositions, etc RS W 0% !
Music, dance, theater performances, etc. EREY I W | 31% | %
Historic preservation efforts Rl W oot i

Quality of senices to people with disabilities JRPLA W 37% B9

Graffiti removal gy W 31% W :
Gang prevention efforts B3 W . a7 | W 4%
Blight Y 33% % %

Efforts to plan for future growth EE2 W aul‘}ﬁ, W I B

Traffic congestion on City streets gEE W 25'}1; W L

Efforts to support job creation EES W 35% W .

Ease of obtaining permits [ W 3IB‘}|’u W I :

Efforts to assist low to muderate—lncnn;gnrﬁlerﬁtjneitr;tes; 5%, W 31% W -

Efforts to address homelessness 3= 3% 23% W J o

0% 20% 40% B80% BO% 100%

|MVery Satisfied EASatisfied CINeutral EADissatisfied MVery Dissatisfied |

Source: ETC Institure (City aof San Diego 2015 Resident Survey)

sandiego.gov
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Customer Service & Engagement

Courtesy of City employees

Knowledge of City employees

Owerall customer service provided

Responsiveness of City employees

City Employees

by percentage of respondents (excluding don't Knows)

Q15. How Residents Rate Customer Service from

EE

20% / 2%
21% / 21%
20% / 24%

0% 20% 40% 60% 80%

|-Excellent EGood OFair EAFoor mMYery Poor

Source: ETC Institute (City of San Diego 201 5 Resident Survey)

100%
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Customer Service & Engagement

Q18. What would be your preferred method for
reporting problems to the City?

Maobile application
20%

Web site

a
0% Don't know

3%

Social media
4%

Text message
9%

Cellular phone
13%

Source: ETC Institute (City of San Diego 2015 Resident Survey)
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- CONFIDENTIAL -
DO NOT DISTRIBUTE

Demographics
220 f\ge o Responderts
35-44 years

23% - 18-34 years
/// 22%
‘ Not provided

45-54 gﬁears 4%
Eﬁqgiars
e

sandiego.gov
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Demographics

Q21. Number of Years Residents Have Lived in
San Diego

by percentage of respondents

5to 10 years

11 to 20 years 13%

22%

Less than 5 years
11%

Not provided
21 to 30 years PE%

17%

More than 30 years
32%

Source: ETC Institute (City of San Diego 201 5 Resident Survey)
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Demographics

Q22. Total Annual Household Income of Respondents

by percentage of respondents

$75,000-$99,999 $50,000-$74,999
16% 16%

$25,000-$49,999
14%

$100,000-5149,999
20%

Less than $25,000
10%

$150,000+ Not provided
17% 7%

Source: ETC Instifute (City of San Diege 201 5 Resident Survey)
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Demographics

Q23. Do you own or rent/lease your current residence?
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Demographics

Q24. What is the primary method of transportation you
use?

by percentage of respondents

Personal motorized vehicle
87%

Not provided
1%

Walk Bike
3% 2%

Public transportation
7%

Source: ETC Institute (City of San Diego 2015 Resident Survey)
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Demographics

Q25. Race/Ethnicity of Respondents

by percentage of respondents (multiple responses allowed)

65%
64%

White/Caucasian

27%

Hispanic
g 29%

I

197%

Asian
16%

1

7%
7%

Black/African American

H_

American Indian/Alaskan MNative

—
(X}
ﬁn

1%

10%

Other |
14%

|

0 20% 40% 60% B0%

|m2015 Survey CIUS. Census

Source: ETC Institute (City of San Dicgo 201 5 Resident Survey)
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Demographics

Q27. Gender of Respondents

by percentage of respondents

Male
50.4%

Female
48.7%

ot provided
0.6%

Other
0.3%

Sowrce: ETC Institute (City of San Diego 201 5 Resident Survey)
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