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Purpose

To objectively assess resident satistaction with the
delivery of City services (“resident” including
silent majority)

Establish base-line data to be able to measure
trends over time

To gather input from residents to help set
priorities

To compare Pflugerville’s performance with other
communities

To have defendable data
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Methodology

Survey Description
The survey was 7 pages long
Each survey took 15-20 minutes to complete

Method of Administration

mailed to a sample of 2,000 households in the City
could be completed by mail, phone, or on-line

A total of 432 residents completed the survey
Confidence level: 95%, Margin of error: +/- 5%

Home address was geocoded to allow GIS Mapping
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Bottom Line Up Front

Police, Fire and Ambulance services ranked highly
overall.

A new high benchmark was set by the Police

Department in the Visibility of Police in
Neighborhoods

Emphasis for Pflugerville over the next 2 years:
Flow of traffic and congestion management
Overall efforts to prevent crime
Adequacy of City street lighting
Clean-up of trash and debris on private property



OVERALL RESULTS
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Q2. Satisfaction with Various Aspects of Services
provided by the City of Pflugerville

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

Quality of police, fire & ambulance service 46% W
Quality of trash and recycling services 38% W

Quality of the Pflugenville Community Library 329%

Quality of parksfrecreation programs & facilities 30%

Quality of customer service provided by the city 28%

Maintenance of city streets, drainage and sidewall 25%

Quality of utility biling 24%

Effectiveness of communication by the city 26%

Cuuality of Municipal Court Services 22%

19%

Quality of water and wastewater services 22%

Flow of traffic/congestion management on streets 19% 23%
0% 20% 40% 60% 80% 100%

|-Very Satisfied (5) EaSatisfied (4) CONeutral (3) mDissatisfied (1/2) |

Source: ETC stiute DirectionFinder (2012 - Pllugerville, TX Survey)




Q2a. Quality of police, fire & ambulance service.

LEGEND

Mean rating
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied

2.6-3.4 Neutral
3.4-4.2 Satisfied

B 4.2-5.0 Very Satisfied

| Other (no responses) Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




LEGEND

Mean rating
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
- 1.8-2.6 Dissatisfied

| 2.6-3.4 Neutral y S
| 3.4-4.2 satisfied W

- 4.2-5.0 Very Satisfied
. Other (no responses) Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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LEGEND

Mean rating
on a 5-point scale, where: S

- 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

Ftear o]
~ =2 Other (no responses)

&

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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Q3. Which THREE of City services should receive the most
emphasis from City leaders over the next two years

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

Flow of traffic/congestion management on streets
Maintenance of city streets, drainage and sidewalk
Quality of water and wastewater services
Quality of parksfrecreation programs & facilities
Cuality of police, fire & ambulance service
Effectiveness of communication by the city
Quality of utility billing

Guality of the Pflugerville Community Library
Quality of trash and recycling senvices

Quality of customer service provided by the city

Quality of Municipal Court Services

-
I

34% |

0%

Source: ETC Institute DirectionFinder (2012 - Pflugerville, TX Survey)

20% 40% 60%

[m1st Choice T2nd Choice m3rd Choice |
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Importance-Satisfaction Rating
City of Pflugerville, TX
Most Importance-
Most Important Satisfaction Satisfaction I-S Rating
Category of Service Important % Rank Satisfaction % Rank Rating Rank
High Priority (IS .10-.20)
Flow of traffic/congestion management on streets 47% 1 61% 11 0.1833 1
Quality of water and wastewater services 34% 3 63% 10 0.1251 2
Maintenance of city streets, drainage and sidewalks 42% 2 72% 6 0.1176 3
Medium Priority (IS <.10)
Effectiveness of communication by the city 18% 6 69% 8 0.0558 4
Quality of parks/recreation programs & facilities 27% 4 81% 4 0.0513 5
Quality of utility billing 11% 7 71% 7 0.0319 6
Quality of police, fire & ambulance service 23% 5 92% 1 0.0184 7
Quality of the Pflugerville Community Library 9% 8 81% 3 0.0171 8
Quality of customer service provided by the city 6% 10 75% 5 0.0151 9
Quality of trash and recycling services 8% 9 85% 2 0.0120 10
Quality of Municipal Court Services 4% 11 67% 9 0.0132 11




2012 City of Pflugerville DirectionFinder
Importance-Satisfaction Assessment Matrix
-Overall-

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

mean importance

Exceeded Expectations

lower importancehigher satisfaction

Quality of customer service
provided by the city

Quality of trash and recycling s ervices
L]

Quality of the Pflugerville Community Lihrary.

Continued Emphasis

higher importancefhigher satisfaction

L]
Quality of police, fire & ambulance service

* Quality of parks recreation
programs & facilities

Quality of Municipal
Court Services

Satisfaction Rating

Less Important

lower importancedower satisfaction

Quality of utility billing

(.

Effectiveness of
communication
by the city

*Maintenance of city streets,
drainage and sidewalks

Quality of water and wastewater services
-

. .
Flow of traffic/congestion
management on streets

Opportunities for Improvement
higher importance/ower satisfaction

L ower Importance,

Source: ETC Institute (2012)

Importance Rating

Higher Importance

mean satisfaction
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Overall Satisfaction with Various City Services
Pflugerville vs. Southwest vs. the U.S

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

o | 92%
Folice, fire, & ambulance service THY
30%
. . . 72%
City streets, sidewalks, & infrastructure 41% : :
46% 5 |
| o | 69% |
ity communication with the public 4454 : !
46% ;

. . 61%
Management of traffic flow & congestion 8%
540

|

T30

Wyater utility services
749
. . 64° ;
WWastewater Utility services DE;S%
u]

_ | ' ' B 85%
Trash & vard waste services 50
T %
. - 81%

Farksfrecreation programs & facilities o !
. . . 1%

_ 75%
Customer senvice 7% ;
. 55% :

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

|mPflugerville BESouthwest CIU.S. |

Source: 2012 ETC Institute
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Overall Satisfaction With Various City Services

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)
Medium DirectionFinder Communities - Population 20,000-199,999

2012

O Pflugerville

Police fire & ambulance service

City streets, sidewalks, & infrastructure

City communication with the public
Management of traffic flow & congestion

Water utility services

Wastewater utility services

Trash & yard waste services
Parks/recreation programs & facilities
Customer Service

Quality of Library system

75% ﬂ 95

187 W 827

37%, I 837,

' 329, NN 747,
’ 559 I N79°%

56% H:* 84%

: 75% ﬁj) 89%

50% # 958
47, I— 57

5 0% Ch 9p%

92%
72%
69%
61%
64%
64%
85%
81%
75%
81%

0%

Sourcer 2012 ETC Institute

20% 40% 60% 80%

LOW- MEAN- HIGH

100%
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Q4. Satisfaction with Various Aspects of Items that
Influence the Perception of the City of Pflugerville

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

Quality of life in your community 29% % 16%

Image of your community 20% % 23%
Appearance of your community 19% % 24%
Quality of city governmental services 18% % 31I%
Howy wigll wour community is planning growth 20% % 28% |
Walue that vou receive for your tax dollarsifees ISR % | 29% |
Quality Downtown in the community where you live 12% % | 33%
EUI% BUI% 100%

|-‘~wferyr Satisfied (5) E=ZSatisfied (4) COMeutral (3) EDissatisfied (1/2) |

Saurce: ETC stitute Direction Finder (2012 - Fflugerville, TX Survey)




LEGEND

Mean rating
on a 5-point scale, where: S

- 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)

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




Q4g. Quality of the Downtown in the community where youW/

f30)
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LEGEND y
Mean rating w £
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied
2.6-3.4 Neutral
3.4-4.2 Satisfied

B 4.2-5.0 Very Satisfied
Other (no responses)

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




Satisfaction with Issues that Influence

Perceptions of the City
Pflugerville vs. Southwest vs. the U.S

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

Value received for City tax dollars/fees 47%
45%
Overall image of the community 0%
?2%

64%

129%
5 T %

Overall guality of life in the City 7%
20%
46%
4404

65%
Owerall appearance of the City 658%
T0% 5

Owverall guality of City services provided

Howw weell the City is planning growth

Quality of downtown

56%

0% 20% 40% 60% 80%

Soutee: 2012 ETC Institute MPflugerville BESouthwest CIUS. |

100%




/ .

Perceptions Residents Have of the City
In Which They Live - 2012

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding don't knows)

Medium DirectionFinder Communities - Population 20,000-199,999

Value received for City tax dollars/fees

Overall image of the community

Overall quality of City services provided

Overall quality of life in the City

How well the City is planning growth

Overall appearance of the City

26% _:- 17%

4?%

#
s%‘*

m-:-
2?%*- 3%

94%

e ¥

(_Pflugerville

56%

67%

64%

80%

59%

65%

0%

Sotirce: 2012 ETC Institute

80%
HIGH

60%
MEAN-

40%
LOW.

20%

100%




PUBLIC SAFETY
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Q5. Satisfaction with Various Aspects of
Police Services

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

Owerall quality of local police protection 43% W I 11%
How quickly police respond to emergencies 6% | W I 12%
Visibility of police in neighborhioods 43% % I 10%
Enforcement of local traffic laws 30% I W | 17%
Visibility of police in commercialiretail areas 30% | I W I21 %
Efforts by local government to prevent crime 29% | W 2I4%
Folice safety awareness education programs 29% W 2;4%
Animal control services {adoption/ animal pickup) 25% | % I 24';/:1

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

\-Very Satisfied (5) EzSatisfied (4) TONeutral (3) mDissatisfied (1/2)

Sowrce: ETC Institute Direction Finder (2012 - Pflugerville, TX Survey)




Qb5a. Overall quality of local police protection.

LEGEND

Mean rating
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied

2.6-3.4 Neutral
3.4-4.2 Satisfied

B 4.2-5.0 Very Satisfied

| Other (no responses) Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




Q5b. Visibility of police in neighborhoods.

LEGEND \

Mean rating
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied
2.6-3.4 Neutral
3.4-4.2 Satisfied

B 4.2-5.0 Very satisfied

m Other (no responses)

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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Q6. Which THREE of Police Services sho'i'Jvlﬂd

receive the most emphasis from City

leaders over the next

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

two years?

Efforts by local government to prevent crime

Visibility of police in neighborhoods

Overall guality of local police protection

44

How gquickly police respond to emergencies

Visibility of police in commercialiretail areas

Folice safety awareness education programs

Enforcement of local traffic laws

Animal contral services (adoption/ animal pickup)

Saurce: ETC Institute Direction Finder (2012 - Pllugerville, TX Survey)

40%

|-1st Choice [CI2nd Choice H3rd Choice |
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Importance-Satisfaction Rating
City of Pflugerville, TX
Police Services

Most Importance-
Most Important Satisfaction Satisfaction I-S Rating

Category of Service Important % Rank Satisfaction % Rank Rating Rank
High Priority (IS .10-.20)
Efforts by local government to prevent crime 44% 1 71% 6 0.1276 1
Medium Priority (IS <.10)
Police safety awareness education programs 24% 6 70% 7 0.0720 2
Visibility of police in commercial/retail areas 26% 5 73% 5 0.0702 3
Visibility of police in neighborhoods 40% 2 84% 3 0.0640 4
Animal control services (adoption/ animal pickup) 16% 8 67% 8 0.0528 5
How quickly police respond to emergencies 29% 4 86% 2 0.0406 6
Overall quality of local police protection 30% 3 88% 1 0.0360 7
Enforcement of local traffic laws 18% 7 79% 4 0.0378 8




Satisfaction Rating

Source:

2012 City of Pflugerville DirectionFinder
Importance-Satisfaction Assessment Matrix
-Police Services-

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

mean importance

Exceeded Expectations
lower importancesigher satisfaction

Enforcement of local
traffic laws .

Continued Emphasis

higher impartance/higher satisfaction

Overall quality of local police protection

*How quickly police
respond to
emergencies

* Visibility of police in
neighborhoods

Visibility of police in commerciallretail areas,

Police safety awareness-._
education programs

Animal control services"
(adoption! animal pickup)

Less Important

lower importancedower satisfaction

Efforts by local government *
to prevent crime

Opportunities for Improvement

higher importancedower satisfaction

Lower Importance

ETC Institute (2012)

Importance Rating

Higher Importance

mean satisfaction
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Overall Satisfaction with Police Servicés
Pflugerville vs. Southwest vs. the U.S

by percentage of respondents who rated the tem 4 or 5 on a S-point scale
where S5 was "wery satisfied" and 1 was "very dissatisfied" (excluding don't knows)

88%

=)
=

Local police protection 7
T3%

I 84%

Visibility of police in neighborhoods H8%
55?%

%

3
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= W

Visibility of police in retail areas .

85%

Folice response time to emergencies T1%%

72%
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Enforcement of local traffic laws
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Animal control services
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500

70%

Folice safety education programs
4]

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

—en
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|-Pﬂugerville ESouthwest CIU.S. |

Source: 2012 ETC Institute
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Satisfaction with Public Safety

2012

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

Medium DirectionFinder Communities - Population 20,000-199,999

O Pflugerville

Local police protection

Visibility of police in neighborhoods
New High Benchmark
84% is up from 81%

Visibility of police in retail areas

Police response time to emergencies

Crime prevention

Enforcement of local traffic laws

Animal control services

Police safety education programs

577 I W 541

4o,f*w
i #} o8%
41%% #ﬁ_ 85%
4sx *] 81%
39% * 74'35.5
439%:, * 1i’8%

88%
84%

73%

85%

72%

79%

67%

70%

0%

Satircer 2012 ETC Institute

20% 40% 60% 80%

LOW——MEAN——HIGH

100%
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Q8. Satisfaction with -Various Aspects of Fire Services

by percentage of respondents who rated the item as a 1 to % on a 2-point scale (excluding don't knows)

/”"” % 9%
.

Haowe quickly firefemergency senvices respond

Owerall quality of fire services 49% % 9%

-
i

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

|mVery Satisfied (5) FZiSatisfied (4) [Neutral (3) |

Sowrce: ETC Institute DirectionFinder (2012 - Pflugerville, TX Survey)




Q8a. Quality of fire services.

LEGEND

Mean rating
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied

2.6-3.4 Neutral
3.4-4.2 Satisfied

B 4.2-5.0 Very Satisfied

| Other (no responses) Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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Q?. Please rate how safe you feel in the following situations:

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

Walking in wour neighborhood during the day 5%1

Walking at Lake Pflugerville 23%

Wallking on city trails / in city parks 23% 25%

Walking in your neighborhood after dark 23% 18%

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

| M Very Safe (5) Z2Safe (4) TiNeutral(3) B Unsafe (2/1) |

Source: ETC Institute DirectionFinder (2012 - Pflugerville, TX Survey)




Q7a. Walking in neighborhood during day.

Mean rating
on a 5-point scale, where: S

- 1.0-1.8 Very Unsafe
1.8-2.6 Unsafe

2.6-3.4 Neutral
3.4-4.2 Safe

LEGEND
e ‘ y

- 4.2-5.0 Very Safe

| Other (no responses) Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




LEGEND

Mean rating
on a 5-point scale, where:

- 1.0-1.8 Very Unsafe

. 18-2.6Unsafe
| 2.6-3.4 Neutral
. 3.4-4.2safe
- 4.2-5.0 Very Safe
=

Pt e
- Other (no responses)

Q

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




How Safe Residents Feel in Their Community
Pflugerville vs. Southwest vs. the U.S

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very safe” and 1 was "very unsafe” {excluding don't knows]

In your neighborhood during the day

In your neighborhood at night

In City parks

55%

o

0% 20% 40% 60% 80%
mPflugerville BESouthwest LS.

Source: 2012 ETC Institute

100%




Feelings of Safety
2012

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

Medium DirectionFinder Communities - Population 20,000-199,999 QPﬂugeere

In your neighborhood during the day 82% 9% 94%

67%

In your neighborhood at night | 52%

In City parks 43'1}.3 g 67%

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

Saurce:r 20012 ETC Institute Low- MEAN- HIGH




Parks and Recreation



Q9. Satisfaction with Various Aspects of
Parks and Recreation Services

by percentage of respondents who rated the item as a 110 5 on a 5-peint scale (excluding don't knows)

S I
as% 1%

Maintenance of local parks
Mumber of walking/biking trails
Quality of facilities, picnic/shelters/playgrounds
Lake Pilugenville
Maintenancefappearance of Fflugerville Rec. Center
Mumber of parks
Youth athletic programs in your area
Quality of outdoor athletic fields
Ease of registering for city programs
Outdoor swimming pools
Availability of meeting space

Adult athletic programs in your area

24%
31%
23%
28%
23%
23%
22%
20%
21%
20%

20%

ath 19%

24%

A1 19%
A3, 24%
a5 26%

23%

19%

33%

15%

W

30%

20%

40% 60% 80% 100%

‘-Very Satisfied (5) EaSatisfied (4) ONeutral (3) mDissatisfied (1/2) |

Source: ETC Institute DirectionFinder (2012 - Pflugerville, TX Survey)




LEGEND

Mean rating
on a 5-point scale, where: S

- 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)

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




LEGEND

Mean rating
on a 5-point scale, where: S

- 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

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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Q10. Which THREE of Parks and Recreation services

should receive the most emphasis from City leaders
over the next two years

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

Maintenance of local parks

34%

Quality of facilities, picnic/shelters/playgrounds

Lake Fflugerville

Mumber of walking/biking trails

Mumber of parks

Outdoor swimming pools

Maintenancefappearance of Pflugerville Rec. Center
Youth athletic programs in your area

Guality of outdoor athletic fislds

Adult athletic programs in vour area

Availability of mesting space

Ease of registering for city programs

0%

Saurce: ETC Institute Direction Finder (2012 - Pllugerville, TX Survey)

20% 40%

‘-1 st Choice C2nd Choice B3rd Choice




Importance-Satisfaction Rating
City of Pflugerville, TX

Parks and Recreation

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

Category of Service % Rank Satisfaction % Rank Rating Rank
Medium Priority (IS <.10)

Quality of facilities, picnic/shelters/playgrounds, at city 34% 2 75% 3 0.0850 1
Outdoor swimming pools 19% 6 60% 10 0.0760 2
Adult athletic programs in your area 13% 10 49% 12 0.0663 3
Number of parks 21% 5 70% 6 0.0630 4
Maintenance of local parks 34% 1 82% 1 0.0612 5
Lake Pflugerville 23% 3 75% 4 0.0575 6
Youth athletic programs in your area 16% 8 65% 7 0.0560 7
Number of walking/biking trails 21% 4 76% 2 0.0504 8
Maintenance/appearance of Pflugerville Rec. Center 16% 7 72% 5 0.0448 9
Quality of outdoor athletic fields 13% 9 63% 8 0.0481 10
Availability of meeting space 9% 11 55% 11 0.0405 11
Ease of registering for city programs 6% 12 61% 9 0.0234 12




2012 City of Pflugerville DirectionFinder
Importance-Satisfaction Assessment Matrix
-Parks and Recreation-

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

mean importance

Exceeded Expectations

lower imporancethigher satisfaction

Maintenance/appearance of Prugerville Rec. Center,

Continued Emphasis

higher impartancehigher satisfaction

* W aintenance of local
parks

Jiurmber of walking/iking trails

* Quality of facilities,
picnic/shelters/play
grounds, at city
parks

* Lake Prlugerville

*Number of parks

Youth athletic programs in your area,

Cuality of outdoor athletic fields®

Ease of registering for city®
Pragranm s

Satisfaction Rating

Availahility of meeting”
Space

Adult athietic programs in your area”

Less Important

lowrer imporance/lower satisfaction

* Qutdoar swim ming pools

Opportunities for Improvement

higher importancedower satisfaction

Lower Importance

Source: ETC Institute (2012)

Importance Rating

Higher Importance

mean satisfaction
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Overall Satisfaction with Parks and Recreation
Pflugerville vs. Southwest vs. the U.S

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

82%

Maintenance of local parks n/
u}

_ . . 5%
Quality of facilities at City parks _;13/
yP 1/%:”0
Maintenance/appearance of community centers — z%g}{h
Availability of meeting space 3”@’9 i
o ;
0,
Walkngiiing vi- I — 5/,
i :
9 :
City swimming pools ”020 b ;
o '
; ; ; 0 :
outgoor et reiss |G ;-
9%
of |
Youth recreation programs Mﬁ%
LEL T
u : ;
Adult recreation programs m %% E
Ease of registering for programs _ﬁg{

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

‘-Pﬂugerville WESouthwest U S, |

Source: 2012 ETC Institute
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Satisfaction with Parks and Recreation

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)
Medium DirectionFinder Communities - Population 20,000-199,999

Maintenance of local parks

Quality of facilities at City parks

Number of City parks

Maintenance/appearance of community centers
Availability of meeting space

Walking/biking trails

City swimming pools

Outdoor athletic fields

Youth recreation programs

Adult recreation programs

Ease of registering for programs

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

Soereer 20012 BT Institute

2012

Pflugerville

63% —'_j_ ob%

61%, qu_ 89%

61%! -:— 91%

55% # 85%

54% (ﬁ 9%

43% *:— 89%
46:% ‘:_ 83%

54% * 86%
455% _jh 83%

47% W N 79%

82%
75%
70%
72%
55%
76%
60%
63%
65%
49%
61%

LOWeeeeecea- MEAN=====-=-HIGH




Q11. From the list of parks and recreation commission goals, please
identify the TWO that are of most interest to your household?

by percentage of respondents

Lake Pflugerville Park restrooms
Recreation center expansion and/or new rec. center
Trails development / connectivity
Build center combined library/parks/recreation
Neighborhood park development
Sports Complex Design and Construction
Splash pad with restroom shade & benches
Improvements to Gilleland Cresk Pool house
Pedestrian bridge on Immanuel road
Disc golf course
Sand Volleyball courts at Lake Pflugerville
A new Randig Regional Park
Ffennig fields restroom facility
360
0% 20% 40%

Mone of these

Sowrce: ETC Institute Direction Finder (2012 - Pllugerville, TX Survey)
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Q13. Satisfaction} with Various Aspects of
City Maintenance Services

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

34% . &
Condition of major streets in Pflugerville 24°% % 1%
Cleanliness of streets and other public areas 22% % 18%

Condition of street signs and traffic signals

Condition of stresets in your neighborhood 27% % | 1?%
Condition of sidewalks in your neighborhood 26% | % I 15%
Mowing & trimming along streets/other public areas 19% I % I 22% |
Adequacy of street lighting in Plugenville 17% % 21%
0% 20% 40% 60% 80% 100%

\-Very Satisfied (5) EaSatisfied (4) CONeutral (3) EDissatisfied (1/2) \

Source: ETC Istitute DirectionFinder {2012 - Pllugerville, TX Swrvey)
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Mean rating
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
- 1.8-2.6 Dissatisfied

| 2.6-3.4 Neutral y S
| 3.4-4.2 satisfied W

- 4.2-5.0 Very Satisfied
. Other (no responses) Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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Mean rating
on a 5-point scale, where: S

- 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
"::f Other (no responses)

<

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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Q14. Which THREE of Maintenance Services should

receive the most emphasis from City leaders
over the next two years

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

Adequacy of street lighting in Fflugeryille

Zondition of major streets in Pflugerville

Powing & tree trimming along streets/public areas

Cleanliness of strests & public areas

Zondition of sidewallks in your neighborhood

Condition of streets in your neighborhood

Condition of street signs & traffic signals 14%

0% 20% 40%

‘-1st Choice ™2nd Choice ®3rd Choice

Source: ETC Institute DirectionFinder (2012 - Pllugerville, TX Survey)




Importance-Satisfaction Rating
City of Pflugerville, TX
Maintenance Services
Most Most Importance-

Important Important Satisfaction  Satisfaction I-S Rating
Category of Service % Rank Satisfaction % Rank Rating Rank
High Priority (1S .10-.20)
Adequacy of street lighting in Pflugerville 46% 1 61% 7 0.1794 1
Mowing & tree trimming along streets/public areas 37% 3 63% 6 0.1369 2
Condition of sidewalks in your neighborhood 34% 5 67% 5 0.1122 3
Medium Priority (1S <.10)
Condition of streets in your neighborhood 32% 6 70% 4 0.0960 4
Condition of major streets in Pflugerville 42% 2 79% 2 0.0882 5
Cleanliness of streets & public areas 34% 4 74% 3 0.0884 6
Condition of street signs & traffic signals 14% 7 84% 1 0.0224 7




Satisfaction Rating

Source:

2012 City of Pflugerville DirectionFinder

Importance-Satisfaction Assessment Matrix
-Maintenance Services-

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

mean importance

Exceeded Expectations

lower importancefigher satisfaction

"Condition of street signs & traffic signals

Continued Emphasis

higher importancehigher satisfaction

Condition of major streets in
*Pflugerville

*Cleanliness of streets & public areas

Condition of streets in yours
heighborhood

Less Important

lower importance/lawer satisfaction

/Condition of sidewalks in your neighborhood

Mowing &tree trimming
.along streetsipublic areas

mean satisfaction

*Adequacy of street lighting
in Pflugerville

Opportunities for Improvement

higher irmpartance/lower satisfaction

Lower Importance

ETC Institute (2012)

Importance Rating

Higher Importance
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Overall Satisfaction with City Maintenance
Pflugerville vs. Southwest vs. the U.S

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

58% E
. . s

70%

Condition of major City streets

Zondition of neighborhood streets

66%

Condition of sidewallks 54;‘.’:

2%
84%
Condition of street signs & traffic signals 73%
7%
Adequacy of City street lighting 57% '

63%

Mowing/rimming of streets & public areas _ 68%
63% i
?4%
Cleanliness of City streets & public areas 63%
64%

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

M Pflugerville BESouthwest CIUS.

Source: 2012 ETC Institute
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Satisfaction with Maintenance Services
2012

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)
Medium DirectionFinder Communities - Population 20,000-199,999

Condition/maintenance of major City streets

Condition/maintenance of neighborhood streets

Condition/maintenance of sidewalks

Condition of street signs & traffic signals

Adequacy of City street lighting

Mowing/trimming of streets & public areas

Cleanliness of City streets & public areas

Sonree: 2012 ETC Institiite

(OPflugetrville

2 —C] 84%

zsf *_ 85%
43%5, * 88%
485% ¢ 86%
36% ‘_ 89%

19%

0%

79%

70%

66%

84%

61%

63%

74%

20% 40% 60% 80% 100%
LOWersewnnae ME AN=wemeu HIGH
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Q15. Satisfaction with Various Aspects of
Code Enforcement Services

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

Quality of animal control (animal pickup at large)

Enforcing sign regulations

Efforts to remove abandoned or inoperative vehicle

Yard parking regulations in your neighborhood

Enforcement of neighborhood image standards

Clean up of junk and debris on private property

Mowing/cutting of weeds & grass private property

23%

29%

24%

22%

23%

21%

23%

60% 80% 100%

\-Very Satisfied (5) eaSatisfied (4) CINeutral (3) mDissatisfied (1/2) \

sowrce: ETC Institute DirectionFinder (2012 - Pllugerville, TX Survey)
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Mean rating
on a 5-point scale, where: S

- 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

Ftear o]
~ =2 Other (no responses)

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)




Q15b. Enforcing the mowing and cutting of weeds

/

and grass on private property.

LEGEND y
Mean rating w
on a 5-point scale, where: S

- 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied
2.6-3.4 Neutral
3.4-4.2 Satisfied

B 4.2-5.0 Very Satisfied
Other (no responses)

Pflugerville 2012 Community Survey

Shading reflects the mean rating for all respondents by CBG (merged as needed)
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Q16. Which THREE of code Enforcement Services
should receive the most emphasis from City leaders
over the next two years

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

Clean up of junk and debris on private property Vo

Mowing/cutting of weeds & grass private property

Enforcement of neighborhood image standards

Efforts to remove abandoned or inoperative wehicle

Yard parking regulations in your neighborhood

Quality of animal control (animal pickup at large)

Enforcing sign regulations 12%

0% 20% 40% 60%

|m1st Choice C12nd Choice M3rd Choice

Saurce: ETC Iastitute DirectionFinder (2012 - Pflugerville, TX Survey)
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Importance-Satisfaction Rating
City of Pflugerville, TX
Code Enforcement
Most Most Importance-
Important  Important Satisfaction  Satisfaction I-S Rating
Category of Service % Rank Satisfaction % Rank Rating Rank
Very High Priority (IS >.20)
Clean up of junk and debris on private property 56% 1 55% 6 0.2520 1
Mowing/cutting of weeds & grass private property 44% 2 50% 7 0.2200 2
High Priority (IS .10-.20)
Enforcement of neighborhood image standards 39% 3 57% 5 0.1677 3
Medium Priority (IS <.10)
Efforts to remove abandoned or inoperative vehicles 27% 4 63% 3 0.0999 4
Yard parking regulations in your neighborhood 22% 5 62% 4 0.0836 5
Quality of animal control (animal pickup at large) 19% 6 67% 1 0.0627 6
Enforcing sign regulations 12% 7 63% 2 0.0444 7




Satisfaction Rating

Source:

2012 City of Pflugerville DirectionFinder
Importance-Satisfaction Assessment Matrix
-Code Enforcement-

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

mean importance

Exceeded Expectations

lowver importancedigher satisfaction

Quality of animal control
,lanimal pickup at large)

« Enforcing sign regulations ,inoperativ

Yard parking regulations *

inyourneighborhood

Efforts to gemove abandoned or

Continued Emphasis
higher importance/higher satisfaction

vehicles

Less Important
lowrer importancedower satisfaction

Enforcement of heighborhood
. image standards

Clean up of junk and debris.
on private property

Mowing/cutting of weeds & *
grass private property

Opportunities for Improvement

higher impartancelawer satisfaction

Lower Importance

ETC Institute (2012)

Importance Rating

Higher Importance

mean satisfaction



Overall Satisfaction with Code Enforcement
Pflugerville vs. Southwest vs. the U.S

by percentage of respondents who rated the item 4 or 5 on a S5point scale
where & was "very satisfied” and 1 was "very dissatisfied” [excluding don't knows)

55%
Clean-up of junk/debris on private property 46% '
47% .
50% !
Enforcing mowingArimming on private property 46% '
48% |
57%
Enforcing exerior maint of residential property 49%
48%
63%
Enforcement of sign regulations 53%:
56%
67%
Quality of animal control 55%
58%
63%
Efforts to remove abandonded/inoperative vehicles 54%
55%
0% 20% 40% 60% 80%

| mPflugerville BESouthwest CIUS. |

Source: 2012 ETC Institute
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Satisfaction with Code Enforcement Services
by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding don't knows)
Medium DirectionFinder Communities - Population 20,000-199,999 .
P (OPflugerville
Clean-up of junk/debris on private property 28% ‘_ 7% 55%
Enforcing mowing/trimming on private property 29% ‘_ 62% 50%
Enforcing exterior maint of residential property 23% q’ 65% 57%
Enforcement of sign regulations 31% #] ?0% 63%
Quality of animal control 2?% #’ 76% 67%
: 0
Enforcement of yard parking regulations ; 46% * 74% 62%
0% 20% 40% 60% 80% 100%
Sarrcer 2012 ETC Institute LOWesroroe-MEA ~--HIGH
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Q17. Satisfaction with Various Aspects of
LIBRARY SERVICES

by percentage of respandents who rated the itemas a 110 S on a S-point scale (excluding don't knows)

Library facility hours

The Library as a facility conducive to reading

Quality of the library collection

Mumber of public access computers available

16%

21%

80% 100%

‘-Very Satisfied (5) ez Satisfied (4) ONeutral (3) mDissatisfied (1/2) |

Source: ETC Institute DirectionFinder (2012 - Pflugerville, TX Survey)
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Q18. Satisfaction} with Various Aspects of |
Utility Services

by percentage of respondents who rated the itemas a 11to 5 on a S-point scale (excluding don't knowis)

Residential trash collection services 41% % /auf
Zurbside recycling services 40% % 8%

Wastewater senvices 26% % 19%
Chipping/limbfyard waste collection services 28% | % 16”'/Iq':
Recycling Center/Household waste disposal senvice 26% | % 13':"/;1
VWater service 24% % : 15%:'
Bulky item pick upfremoval services 27% | % I 21% |
0% 26% 4d% Ed% Bd% 100%

|-Very Satisfied (5) EaSatisfied (4) CINeutral (3) EDissatisfied (1/2) |

Source: ETC Istitute DirectionFinder (2012 - Pllugerville, TX Survey)
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Q19. Are your needs being met in about Pflugerville?

by percentage of respondents who responded “yes”

Small town feel 66%

Safety and security 66%

Types of housing 66%

Affordability of housing 64%

Availability of parks and recreation opportunities 61%
Access to quality shopping ﬁﬁi%
MNear family or friends 55:%
| get more for my money - cost of living 55“?}.’;
Quality of public schools 54'1;{3

Access to restaurants - entertainment 52%

Availability of cultural activitieslarts 35;%

Employment opportunities 33",{',
Availability of transportation options 319,
0% 20% 40% 60% 80%

Sowrce: ETC Institute DirectionFinder {2012 - Pllugerville, TX Survey)
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Q19. How important was each reason in your
decision to live in Pflugerville?

On a scale from 1to 4 where 4 is "very important” and 1 is "unimportant,”

Safety and security | %//// 7%
Types of housing 91%
Affordability of housing 90%
Access to quality shopping 88%

Quality of public schools I 88°%,

88%
86%

| get more for my money - cost of living

Availability of parks and recreation opportunities

Access to restaurants - entertainment 85%
Small town feel 80%
Near family or friends 68%
Employment opportunities I 62% I
Availability of transportation options I 61%
Availability of cultural activities/arts I 61% ;
0% 20% 40% B0% B30% 100%

|-Very Important ESomewhat Important
Sowrcer ETC Institute DirectionFinder (2012 - Pflugerville, TX Survey)
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The Importance of Various Reasons
for Choosing to Live in Pflugerville vs. Needs
Being Met in Pflugerville B
. 13
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Q20. What is your level of agreement with the fOIIowing
statements about Pflugerville

with 5 being strongly agree and 1 being strongly disagree. {excluding don't knows)

43% % 12%

Impartant to shop locally & Come Home to Shop

The quality of schools/parks/housing/police 33% 17%

Fflugenville is progressive 22% 26%

Pflugerville is green I

| have confidence in City Council R %

33%

36%

The City Council has managed and controlled my tax 13% 31 %

60% 80% 100%

|-Stronglyngree (5) EZAgree (4) CINeutral (3) EDisagree (2/1) |

Sowrce: ETC Institute DirectionFinder (2012 - Pflugerville, TX Survey)
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Q21. Satisfaction with Various Aspects of
Public Information Services

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

The quality of the city website pflugervilleb: gow 25%
Ayailability information about sendcesfactivities 29%
Timeliness of information provided by the City 34%
Efforts to keep you informed about local issues 17% 33%
The quality of your city cable television channel 13% 34%
Your interest in involvernent in local decisions 13% 46%
0% 20% 40% 60% 80% 100%

‘-Very Satisfied (5) EaSatisfied (4) CONeutral (3) mDissatisfied (1/2) ‘

Source: ETC Institute Direction Finder (2012 - Pllugerville, TX Survey)
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Q22. From which of the following sources do you currently
get information about the City of Pflugerville?

by percentage of respondents

92%
47%
46%

City website pflugervilletx.gov
Community Impact
Pflugerville Pflag
TV news
Utility bill
Friends
Austin American Statesman
Your HOA
social medialFacebookTwitter/Pinterest)
Key to the City e-newsletter
Local radio

Py — public access

Mixle

0% 20% 40% 60%

Saowrce: ETC Istitute Direction Finder (2012 - Pflugerville, TX Survey)




Q23. Have you called your local government with a question,
problem, or complaint during the past year?

by percentage of respondents

Q23[a-e]. Please rate your satisfaction with the
Government employees you have contacted

The way you were treated

Yes
22%

How easy they were to contact

Accuracy information & assistance you were given

Howe quickly city staff responded to your request

r7
How well wour issue was handled 33% %

0% 20% 40% 60% g0% 100%

‘-Very Satisfied (5) E2Satisfied (4) CNeutral (3) EDissatisfied (1/2) |
Source: ETC Mstitute Direction Finder (2012 - Pllugerville, TX Survey)




Q24. What are the TWO most significant issues facing
Pflugerville in the next 5 years.

by percentage of respondents

Fapid growth

Froperty tax
Water (supphdfcostiuse)
Foads (construction/Traffic)
Job development/Employment
School related issues

Crime 1?'1%53

Public Transportation 16% |

34%

0% 10% 20% 30%
Sawrce: ETC Institute Direction Finder (2012 - Pflugerville, TX Survey)

40%
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Q25. Which TWO of these Capital Improvement options
would you select as most important?

by percentage of respondents

46%

Development of downtown

Heatherwilde road expansion

Kelly lane expansion

Sidewallk construction

Large community park development

Trails and greemways

Community park renovation

Weiss Lane

0% 20% 40% 60%
Source: ETC Institute Direction Finder (2012 - Pilugerville, TX Survey)
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Q1. Please rate City of Pflugerville with regérd
to the following:

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

As a place to live 41%

A5 a place to raise children 42%

As a City moving in the right direction 30%

A5 a place to retire 29%

A5 a place to work 17%

As a place to visit 17%

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

|BExcellent (5) ZAGood (4) TINeutral (3) EIBelow Average (112) |

sSouwrce: ETC Institute Direction Finder {2012 - Pflugerville, TX Survey)




Overall Ratings of the Community
Pflugerville vs. Southwest vs. the U.S

by percentage of respondents who rated the item 4 or 5 on a S-point scale
where o was "excellent” and 1 was "poor” (excluding don't knows)

As a place to live

A5 a place to raise children

As a place to waork

A5 aplace to retire

As a place to visit

As a City that is moving in the right direction

Source: 2012 ETC Institute

EPflugerville BSouthwest LS.

92%
88%
49% |
159%
58%
67%
70% !
67%
48% '
64%
67%
74%
61% ;
57%
0% 20% 40% 60% 80% 100%
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Satisfaction with Overall Ratings of Community
2012

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding don't knows)
Medium DirectionFinder Communities - Population 20,000-199,999 .
P OPflugerville

As a place to live 55'0% #] 97% 92%

As a place to raise children 65% ¢ o7% 88%

As a place to work 43% _ ave | 49%

As a place to retire 4;8% q:- 88% 67%

As a place to visit 4@%% C_ 7% 48%

As a City that is moving in the right direction 43,:' *’ 82% 74%

0% 20% 40% 60% 80% 100%
LOow. --MEAN--------HIGH

Saurcer 2012 ETC Mstitute
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Summary of Major Findings

Police, Fire and Ambulance services ranked highly
overall.

A new high benchmark was set by the Police

Department in the Visibility of Police in
Neighborhoods

Emphasis for Pflugerville over the next 2 years:

Flow of traffic and congestion management
Overall efforts to prevent crime
Adequacy of City street lighting

Clean-up of trash and debris on private property
82



Questions?

THANK YOU

www.pflugervilletx.gov/2012survey

Karen Falk, Vice President, ETC Institute — 913-829-1215 83



Overall Satisfaction with Town Services
by Major Category - 2009 vs. 2011

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

Overall quality of services provided

Public Library services

Town parks and recreation programs

Quality of Town's bus service (ChapelHill Transit)
f Quality of landscaping in parks
Maintenance of Town buildings

Quality of Customer Service received

ﬁ?&h

f Emergency preparedness e —— 7 0%,

Maintenance of Town streets

f fMaintenance of public housing
Enforcement of Town codeslordinances
f‘Eﬁectiveness of Town communication
Value received for Town tax dollars and fees

How well the Town is planning Future

Flow of traffic and congestion

fHow well the Town is managing Change

ﬁﬁ%ﬁ% §
H;M% ’

8%

2E% :

— m45%
ﬂo 429,
E——— 427, -

20% A0% GO% 230%

|22000 m2011 |

Source: ETC hstitute DivectionFinder (2011 - Chapel Hill, NC)
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