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More than 1,850,000 Persons Surveyed Since 2006  
for more than 600 cities in 49 States 

A National Leader in Market Research  
for Local Governmental Organizations 
…helping city and county governments gather and use survey data to enhance 

organizational performance for more than 30 years 
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 To objectively assess citizen satisfaction 

with the delivery of City services 
 

 To measure trends from 2005 to 2013 
 

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

 

Purpose 
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Methodology 
 Survey Description  

 seven-page survey 

 included most of the questions that were asked in previous 
years 

 Method of Administration   

 by mail and phone to a randomly selected sample of 
households 

 each survey took approximately 15-20 minutes to complete 

 Sample size: 
 goal number of surveys: 400 

 goal exceeded: 413 completed surveys 

 34% response rate 

 Confidence level:  95%  

 Margin of error:  +/- 4.8% overall 
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 Residents generally have a positive perception of the City 
 8 out of every 10 residents surveyed gave positive ratings for the City as 

a place to live 
 More than three-fourths (76%) of residents were satisfied with the 

overall quality of life in their neighborhood 
 

 Overall satisfaction continues to improve 
 The City’s Overall Composite Satisfaction Index improved 21 points 

from 2005 and 3 points from 2011 
 

 City investment priorities that will have the most positive 
impact on overall satisfaction over the next year:  
 

Overall Priorities: 
 Overall maintenance of City streets 
 Overall quality of police protection 

 

Other Priorities: 
 Greenways and trails in the city 
 Overall quality of the City's recreation programs and services 
 Street maintenance and repair 
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Bottom Line Up Front 
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Most Signifcant Increases (More than 15%) 
 Overall image of the city (+25%) 
 Feeling of safety in downtown Durham (+23%) 
 City as a place that is moving in the right direction (+23%) 
 Overall appearance of the city (+22%) 
 Maintenance of city streets (+21%) 
 Street maintenance and repair (+20%) 
 Overall quality of life in the city (+19%) 
 Condition of streets in YOUR neighborhood (+18%) 
 Overall value you receive for your city taxes and fees (+17%) 
 City playgrounds (+17%) 
 Condition of city parks (+17%) 
 Cleanliness of city streets (+16%) 

 
No Significant Decreases From 2005 

Long-Term Trends  

2005 to 2013 
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Signifcant Increases 
 How easy City employees were to contact (+10%) 
 Overall image of the city (+9%) 
 Maintenance of city streets (+8%) 
 Overall appearance of the city (+6%) 
 Time it took for request to City employees be answered (+6%) 
 Street maintenance and repair (+5%) 
 Courtesy of City employees (+5%) 
Most Significant Decreases 
 Greenways and trails in the city (-11%) 
 Removal of abandoned vehicles from private prop. (-9%) 
 The City as a place to raise children (-8%) 
 Feeling of safety walking alone in neighborhoods at night (-7%) 
 Sewer services (-7%) 

 

Short-Term Trends  

2011 to 2013 
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24 Parks and Recreation Priorities:   
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Maintenance Priorities:   
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 Residents generally have a positive perception of the City 
 8 out of every 10 residents surveyed gave positive ratings for the City as 

a place to live 
 More than three-fourths (76%) of residents were satisfied with the 

overall quality of life in their neighborhood 
 

 Overall satisfaction continues to improve 
 The City’s Overall Composite Satisfaction Index improved 21 points 

from 2005 and 3 points from 2011 
 

 City investment priorities that will have the most positive 
impact on overall satisfaction over the next year:  
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Summary and Conclusion 
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Questions? 

 
THANK YOU!! 


