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Purpose of the Survey

Assess satisfaction with the delivery of
major city services

ldentify ways to improve the overall
guality of services provided by the City

To help determine priorities for the
community as part of the City’s
ongoing planning process

Measure success over time



Methodology

Survey Description:

— survey was 6 pages long

— took 15-20 minutes to complete

Method of Administration:

— by mail with follow-up by phone

— randomly selected sample of households

— Cell phones were captured in the sample
Sample size: 1,370 completed surveys
Accuracy:. +/-2.6% at the 95% level of confidence

Demographic Composition of the Sample: mirrors the
most recent Census estimates

GIS Mapping




Location of Survey Respondents

2015 City of Oklahoma City Citizen Survey .




Bottom Line Up Front

 Among large U.S. cities, Oklahoma City’s rating for
the “overall quality of city services” is one of the
very best (19% above the national average)

 Satisfaction with City services declined in some
areas from 2014, but ratings of the City as a place
to live, raise children and work have improved

« The City continues to do a good job of equitably
providing city services to residents in all areas of
the City

* The top priority for residents continues to be the
Maintenance of City Streets




Major Findings:
Residents Have a Very Positive
Perception of the City



Q27. Overall Ratings of Oklahoma City

by percentage of respondents (excluding "don't Know™)

As a place to live

As a place to work

As a place to raise children

As a City that is moving in the right direction

As a place to retire

As a place to visit

As a City that demonstrates sustainability

0%

Source: ETC Institute (2015 - Olkdahoma City, OK)
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Most Residents Have a Very Positive Perception of the City



Q3. Satisfaction With Items That Influence the
Perception Residents Have of the City

by percentage of respondents (excluding "don't Know™)

Quality of life in the City 53% 19% 9%
(Quality of Downtown | | 48% | 2I2“.-'h 9%
Image of the City 53% 22% 10%
How well the City is planning growth 47% 23% 10%
Guality of senvices provided by the City 55% 28% 5%
Appearance of the City | 51% | | 25% | 14%
Feeling of safety in the City 45% | 27% | 21%
0% 2['.% 4I]I“.-’u Eulﬂa"u Ellll“.-’u 100%

@Very Satisfied (5) EA5atisfied (4) CONeutral (3) @Dissatisfied (1/2)

Source: ETC Institute (2015 - Oldahoma City, OK)

Only 5% of Residents Were Dissatisfied With the Overall Quality of Services Provided by the City 11



Q1. Overall Satisfaction With City Services
by Major Category

by percentage of respondents (excluding "don't know™)

Quality of fire senvice 43% 12% &

Quality of ambulance semice 44% 19%
(duality of police senice 46% 21% %

(Quality of City water utilities I 4‘-5% I 24";5 10%
(uality of parks/recreation programs/facilities I 44%. | 29% | 13%
(uality of customer service from City employees 43% 4% 9%,
Effectiveness of City communication with the public I 39% I | 8% | 13%

Flow of traffic and the ease of getting around town IEE% I 2?%I | 31%
Enforcement of City codes and ordinances ﬁa% | d-l.'l".":; | 230
Guality of the City's public transit system 17%: 43% 359,
Condition of City streets [ 9% 1?'% I ITE'}E I
0% 2 ﬁ% 4Ili% & ﬁ% Eﬁ% 100%

EVery Satisfied (5) E@Satisfied (4) ONeutral (3) @EDissatisfied (1/2)

Source: ETC Imstitute 2015 - Okdahoma Citv, OK)
Residents Were Most Satisfied With Fire, Ambulance and Police Services 12

Residents Were Most Dissatisfied With the Maintenance of City Streets and the Public Transit System



Major Findings:
Satisfaction with the Overall
Quality of City Services Is
Among the Best In the Nation
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Satisfaction with Issues that Influence

Perceptions of the City
Oklahoma City vs. Large U.S. Cities

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied” and 1was "very dissatisfied” (excluding “don't know”)
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Overall Satisfaction with Major Categories of City Services
Oklahoma City vs. Large U.S. Cities

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied” and 1 was "very dissatisfied" (excluding “don’t know”)
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Overall Satisfaction with City Utility Services

Oklah

oma City vs. Large U.S. Cities

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where &5 was "very satisfied” and 1 was "very dissatisfied” {excluding “don't know™)

‘ Residential trash collection senices

f Water sernvice

Wastewater service

f Bulky item pick up/removal senices

Recycling services
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Collection, Water and Bulky
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Major Findings:
The City I1s Doing a Good Job
of Equitably Providing City
Services
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Satisfaction with the Overall Quality of Services Provided by the City
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1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied
2.6-3.4 Neutral

3.4-4.2 Satisfied

- 4.2-5.0 Very Satisfied
Other (no responses)
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While There Are Some Differences for Specific Services, Overall

Satisfaction With City Services is Generally High in Most Parts of the City
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Major Findings:
Despite Some Notable
Decreases Over the Past Yealr,
the City Continues to Move In
the Right Direction
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Short-Term Trends

from 2014

* Most Significant increases

1.

ok~ W

Availability of information about City services/programs

The City’s website as a way to transact business with the City
Oklahoma City as a place to work

Oklahoma City as a place to raise children

Oklahoma City as a place to live

* Most Significant decreases

1.

ok~ W

Maintenance of City parks

Enforcing sign regulations

Condition of major City streets

City efforts to remove inoperable vehicles
Enforcement of City codes and ordinances
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Major Findings:
The Top Priority for
Improvement Among Residents
Continues to Be City Streets
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Q2. City Services That Should Receive the Most
Emphasis Over the Next Two Years

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

Condition of City streets 79%

Flow of traffic & ease of getting around town

Quality of police semvice

Quality of the City's public transit system

Quality of parks/recreation programs/facilities

Enforcement of City codes and ordinances

Effectiveness of City communication with public

Quality of City water utilities
Quality of fire senice

Quality of customer semvice from City employees

Quality of ambulance semnvice

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

M1st Choice E2nd Choice O3rd Choice

Source: ETC Institute (2015 - Okdahoma City, OK)



Importance-Satisfaction Rating
Oklahoma City - 2015

Overall

Most Most Importance- -5

Important Important Satisfaction Satisfaction Satisfaction Rating

Category of Service % Rank % Rank Rating Rank
Very High Priority (15>.20)
Condition of City streets 79% 1 11% 11 0.7041 1
Flow of traffic and the ease of getting around town 42% 2 42% 8 0.2463 2 :
High Priority (18 .10-.20)
Quality of the City’s public transit system 23% 4 22% 10 0.1807 3‘
Enforcement of City codes and ordinances 20% 6 37% 0 0.1229 4‘
Medium Priority (15 <.10)
Quality of police service 32% 3 71% 3 0.0937 5
Quality of parks/recreation programs/facilities 20% 5 58% 5 0.0829 6
Effectiveness of City communication with the public 11% 7 49% T 0.0546 T
Quality of City water utilities 10% 9 66% 4 0.0346 8
Quality of customer service from City employees 8% 10 57% 6 0.0277 0
Quality of fire service 10% 8 87% 1 0.0133 10
Quality of ambulance service 4% 11 78% 2 0.0092 1M1

Highest Priorities: 26




Satisfaction Rating

Source:

2015 City of Oklahoma City DirectionFinder
Importance-Satisfaction Assessment Matrix
-Overall-

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

mean importance
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lower importancehigher satistaction
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Cluality of City water utilities s
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Less Important

lower importan ceflower s stisfaction

- ¢Flow of traffic’ease of getting arcund town

- Condition of City streets

™

Opportunities for Improvement
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Lower Importance

ETC Institute 2015)

Importance Rating

Higher Importance

mean satisfaction
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Top Priorities

* Overall: Condition of City Streets

* Within Major Categories:

— Code Enforcement:

 Enforcing the clean-up of debris, mowing and
trimming of grass on private property, and
enforcing exterior upkeep of residential property

— Maintenance:

« Maintenance of major streets and neighborhood
streets

— Parks and Recreation:

« Walking and biking trails in the City and
maintenance of City parks

25



 Among large U.S. cities, Oklahoma City’s rating for
the “overall quality of city services” is one of the
very best (19% above the national average)

 Satisfaction with City services declined in some
areas from 2014, but ratings of the City as a place
to live, raise children and work have improved

« The City continues to do a good job of equitably

providing city services to residents in all areas of
the City

* The top priority for residents continues to be the
Maintenance of City Streets
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