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More than 2,000,000 Persons Surveyed Since 2006 
for more than 800 cities in 49 States

A National Leader in Market Research 
for Local Governmental Organizations
…helping Town 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 major Town services

• To measure trends from previous surveys

• To compare the Town’s  performance with 
resident in other communities regionally 
and nationally

• To help determine  priorities for the 
community

Purpose
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Methodology
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• Survey Description 
 seven‐page survey
 fourth DirectionFinder® Survey conducted for the Town
 included many of the same questions asked on previous surveys

• Method of Administration  
 by mail and phone
 each survey took approximately 15‐20 minutes to complete

• Sample size:
 goal number of surveys: 400
 goal exceeded: 411 completed surveys

• Confidence level:  95% 
• Margin of error:  +/‐ 4.8% overall



6

Location of Survey 
Respondents

Town of Chapel Hill
2015 Community 

Survey

Good Representation throughout the Town



Bottom Line Up Front
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 Residents Have a Very Positive Perception of Chapel Hill
 89% are satisfied with the overall quality of life in Chapel Hill; only 3% 

are dissatisfied
 85% are satisfied with the overall quality of services provided by the 

Town; only 2% are dissatisfied

 Chapel Hill Is Setting the Standard for Service Delivery 
Compared to Other Communities
 The Town rated above the U.S. Average in 47 of the 54 areas that were 

compared and above the Southeast Regional Average in 49 of 54 areas
 The Town rated 29% above the U.S. Average and 28% above the 

Southeast Regional Average in the overall quality of services provided

 Analysis of Trends
 Satisfaction ratings are down slightly from the 2013 survey, but have 

increased since the 2009 survey

 Overall priorities for improvement over the next 2 years: 
 Flow of traffic and congestion management
 How well the Town is preparing for the future
 How well the Town is managing change



Major Finding #1
Residents Have a Very Positive 

Perception of the Town
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Over 80% of Residents Are Satisfied with the Overall Quality of Life, Overall Image, and 
Overall Feeling of Safety in Chapel Hill, compared to 5% or Less Who Are Dissatisfied
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At Least 80% of Residents Were Satisfied with Public Library Services, Public Safety Services, 
the Overall Quality of Services Provided by the Town, and Parks and Recreation Services
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Satisfaction with the Overall Quality of Services Provided by the Town

2015 Chapel Hill Community Survey
Mean rating for all respondents by CBG (merged as needed)

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

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)

All areas are in BLUE, 
which indicates that

residents in all parts of 
the Town are satisfied
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Satisfaction with the Quality of Life in the Town

2015 Chapel Hill Community Survey
Mean rating for all respondents by CBG (merged as needed)

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

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)

All areas are in BLUE, 
which indicates that

residents in all parts of 
the Town are satisfied



Major Finding #2
Satisfaction Levels in Chapel Hill 
Are Significantly Higher than 

National and Regional Averages 
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Significantly Higher: Significantly Lower: 14

15% above national average

19% above national average

29% above national average

17% above national average

17% above national average

10% above national average



15
Significantly Higher: Significantly Lower: 15

15% above national average

29% above national average
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Significantly Higher: Significantly Lower: 16

15% above national average



17
Significantly Higher: Significantly Lower: 17

10% above national average

14% above national average
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Significantly Higher: Significantly Lower: 18

23% above national average
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Significantly Higher: Significantly Lower: 19

12% above national average
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Significantly Higher: Significantly Lower: 20
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Significantly Higher: Significantly Lower: 21

14% above national average
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Significantly Higher: Significantly Lower: 22

13% above national average
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Significantly Higher: Significantly Lower: 23

21% above national average

13% above national average

14% above national average



Major Finding #3
Short‐Term and Long‐Term 

Trend Analysis
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Notable Short‐Term Increases Since 2013
Overall quality of Public Library services
Enforcing maintenance of business property
Number of programs for teens
Number of children’s play areas

Notable Short‐Term Decreases Since 2013
Effectiveness of communication with the public
Quality of new development
Opportunities to participate in local government
How well the Town is managing change
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Short‐Term Trends
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Notable Long‐Term Increases Since 2009
Overall quality of Public Library services
Security of downtown parking
Availability of greenways and walking trails
Town’s adult athletic programs
Level of security and safety in your neighborhood

Notable Long‐Term Decreases Since 2009
Removal of large bulky items
Maintenance of streets in your neighborhood
Maintenance of stormwater drainage system
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Long‐Term Trends



Major Finding #4
Top Priorities for Investment Are 
the Flow of Traffic/Congestion 
Management & How Well the 

Town is Preparing for the Future 
& Managing Change
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28Top Overall Priorities:
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Public Safety Priorities:
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Parks and Recreation Priorities:
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Public Works Priorities:



Other Findings
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71% of residents feel a redeveloped downtown is an important part of the Town’s 
economic strategy, compared to 13% who feel it’s not important
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44% of residents are satisfied with the value received for the property taxes that 
fund the Town’s operating budget, compared to 23% who are dissatisfied



Summary
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 Residents Have a Very Positive Perception of Chapel Hill
 89% are satisfied with the overall quality of life in Chapel Hill; only 3% 

are dissatisfied
 85% are satisfied with the overall quality of services provided by the 

Town; only 2% are dissatisfied

 Chapel Hill Is Setting the Standard for Service Delivery 
Compared to Other Communities
 The Town rated above the U.S. Average in 47 of the 54 areas that were 

compared and above the Southeast Regional Average in 49 of 54 areas
 The Town rated 29% above the U.S. Average and 28% above the 

Southeast Regional Average in the overall quality of services provided

 Analysis of Trends
 Satisfaction ratings are down slightly from the 2013 survey, but have 

increased since the 2009 survey

 Overall priorities for improvement over the next 2 years: 
 Flow of traffic and congestion management
 How well the Town is preparing for the future
 How well the Town is managing change



Questions?

THANK YOU!!
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