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Purpose

Gather input from residents to
objectively assess the quality of City
services

Track the City’s performance over
time

Help identify opportunities for
iImprovement



~—— Methodology —

« Survey Description
— 8" Community Survey conducted for the City
— Included many of the same guestions that were asked in
previous years
 Method of Administration

— by mail, phone and online to randomly selected households
throughout the City

— each survey took approximately 15-20 minutes to complete

« Sample size:
— Goal: 600 surveys
— Actual: 661 surveys

« Confidence level: 95%
 Margin of error: +/- 3.8%



_ Location of Survey"Respondents
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~— Bottom Line Up Front™ -

Overall Satisfaction Index Is Down Slightly Since 2013,
but Has Increased Slightly Since 2010, and Increased
Significantly Since 2000

Reasons That Will Have the Biggest Impact on
Residents Staying in Independence for the Next 10
Years Are: 1) Affordability of Housing, 2) Living Near
Family and Friends, and 3) Access to a Variety of
Shopping and Entertainment Options

Types of Development That Residents Most Support
Are Single-Family Residential and Retall

Overall Priorities for Improvement Are: 1) Maintenance
of City Streets, 2) Enforcement of Codes and
Ordinances, and 3) Quality of Police Services



Topic #i

Overall Satisfaction with
City Services




Q1. Overall Satisfaction With City Services
by Major Category

by percentage of respondents (excluding don't Knows)

Fire services

City water & sanitary sewer utilities

Police services

City electric utilities

City parks and recreation programs/facilities
City's storm water management system
Customer service received from City employees
City public health services

Cwerall flow of traffic and congestion
Effectiveness of City communication with public
Maintenance of City streets

Your access to bus transportation

Enforcement of City codes and ordinances
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With the Exception of Streets and Code Enforcement, Less Than 20% Are Dissatisfied

with Any Other Major Category of City Services




Overall Satisfaction with Major Categories of City Services
Independence vs. Kansas City Metro vs. the U.S.

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 knows)

Fire senices

Police semrvices

City parks and recreation programs and facilities

City's storm water management system

fﬂuatnmer service received from City employees

fHDW of traffic/congestion management in the City

Effectiveness of City communication with public

Maintenance of City streets

Enforcement of City codes and ordinances
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Satisfaction with the Overall Quality of Police Services
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Legend

Mean rating on a 5-point scale

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

m No Response
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Satisfaction with the Maintenance of City Streets =

/

Legend

Mean rating on a 5-point scale

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

m No Response
& ETC e

S

12

©2015CALIPER; ©2015 HERE

Independence 2016 Community Survey

Mean rating for all respondents by CBG (merged as needed)




13



Overall Satisfaction Index:
= City of Independence 2000 thru 2016

denved from the mean overall satisfaction rating provided by residents (Year 2000=100)
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2000 2002 2004 2006 2008 2010 2013 2016

Overall Satisfaction Index Is Down 2 Points from 2013, but up 2 Points from 2010,

and up 12 Points from 2000



Overall Satisfaction With City Services

—

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

by Major Category: Trends 2010, 2013 & 2016
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City water & sanitary sewer utilities *‘H’ﬁ
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’ City parks and recreation programs/facilities EEEEEEE—— E%z{

City's storm water management system _Td %

Customer service received from City employees __!L) %

City public health services . Eﬁ

4 1oy o traffic/congestion management in the City )

Effectiveness of City communication with public _sb:*f%’

Maintenance of City streets [ 474

Your access o bus transporiation e 5

Enforcement of City codes and ordinances ;ﬁ% |
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Source: ETC Institute (2016 Independence Citizen Survey)
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Satisfaction with Various Aspects of
Public Safety: Trends 2010, 2013 & 2016

by percentage of respondents who rated the temas a 4 or 5 on a 5-point scale where
5 means "very satisfied” (excluding don't knows)

Fire protection F_ﬂ?ﬂ-?

. . . ; : : 77 %

How quickly fire personnel arrive at emergencies —lg%_a
How quickly ambulances arrive at emergencies _’*_E%uj;% :

: & 7] 55% !
fr:m_f efforts to prevent fires 66% 5
not asked in 2070 J X

EMS and transportation provided by AMR —_ﬁ,}lﬁf% !

2 A2 |
Enforcement of local traffic laws —%ﬁ% |

. . . Bz = 61% '
Police presence in commercial areas 4 :
_ . . nat ask ed in 2010 . v !
Police efforts to reduce crime and disorder h — | 54% :

How quickly police arrive at emergencies F—Jﬁ&:ﬂ
Quality of animal control services H“ﬁh
‘City's efforts to prevent crime F—“ﬁm
Investigation of criminal offenses ' 1 41 ﬁﬁ
’F'Dlice presence in your neighborhood Q@Diﬁ :

0% 20% 40% 60% &60% 100%
22010 2013 m2016

Source: ETC Institute (2016 Independence Citizen Survey)
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Satisfaction with Various Aspects of
City Maintenance: Trends 2010, 2013 & 2016

by percentage of respondents who rated the item as a 4 or 3 on a 3-point scale where
5 means "very satisfied"” (excluding don't knows)

[ e

Maintenance/preservation of Independence Square _Tﬁ'}%

7 78

Maintenance of City buildings, like City Hall [ 2%
Maintenance of street signs Hﬁm%
Maintenance of traffic signals Fmﬁ%%
Snow removal on major City streets £ — -:EE%;
Adequate number/placement of City's street lights V—ﬂ%’@;&% .
Maintenance of major City streets H&m
Availability of the City's two recycling centers M‘ﬁ :
Maintenance of streets in residential areas ﬂ%
Mowing/trimming along streets/other public areas Hﬁw
Adequacy of household waste recycling programs H%%
Availability of the City's Drop-Off Depot [ f20% ! :
Snow removal on streets in residential areas ;—!’Eﬂ%
0% 20% 40% EEI;% Ed%

EA2010 2013 M2016

Source: ETC Institute (2016 Independence Citizen Survey)
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Satisfaction with Various Aspects of

Water, Wastewater, and Electric Utilities:

Trends 2010, 2013 & 2016

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where
5 means "very satisfied” (excluding don't Knows)

. ' : : 7 83%
The taste of the tap water in your home ! E%%
o . . ' : : 77 86%
Overall reliability of electrical service |4Bﬂ£%
: =) 83%
‘Water pressure in your home [ i’fBHﬂ?f
| | | 77%
How quickly electrical outages are repaired ﬁ%
-}

f‘ufalue of your water/wastewater utility services ﬁ%

Adequacy of the wastewater collection system !gu:lh Yo

Value of your electric utility service ! 67 %

Efforts to promote the environment/conservation | 5458%

Maintenance of storm water drains/culverts | Eﬁﬁq‘?‘u

0%

Source: ETC Insfitute (2016 Independence Citizen Survey)
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Satisfaction with Parks and Recreation:

Trends 2010,

2013 & 2016

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where

o means "very satisfied”

(excluding don't knows)

Tk

‘Maintenance of City parks

Number of City parks

65%
&7%

559,

Number of walking & biking trails

ull
£n

60%
Yo

52%:

Recreation programs

49%
49% |

48%

Ease of registering for recreation programs

44%
47%

74%

70% |
1%

0%

Source: ETC Institute (2016 Independence Citizen Survey)
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Satisfaction with the Enforcement of
~ City Codes and Ordinances: Trends 2010, 2013 & 2016

by percentage of respondents who rated the item as a 4 or 3 on a 5-point scale where
2 means "very safisfied” (excluding don't Knows)

2 B0%
61%
&81%

Food safety standards at restaurants in the City

50% |
8%
48%
7 AT%

3%,
aT%
A46%
A7% !
46%
7] 45%
A7%
% :
7] 43% :
450,
3% |
A1 41% |
449 |
%

Maintenance of residential buildings

|

Mowing and trimming of commercial property

|

Maintenance of commercial buildings

|

Mowing and trimming of residential property

|

Cleanup of trash/debris on residential property

|

Cleanup of trash/debris on commercial property

|

71 33%:!
38% :
36% !

0% E[i':}"-:- 40% E[i':}'-’:. 80%
722010 12013 M2016

Maintenance of rental buildings

|

Source: ETC Institute (2016 Independence Citizen Survey)
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Importance-Satisfaction Rating
City of Independence

OVERALL
Most Importance-

Most Important Satisfaction Satisfaction Satisfaction I-3 Rating
Category of Service Important % Rank % Rank Rating Rank
Very Hiah Priority (1S >.20)
Maintenance of City streets 48% 2 47% 11 0.2533 1
Enforcement of City codes and ordinances 27% 3 42% 13 0.1583 2
Police services 49% 1 71% 3 0.1412 3
Overall flow of traffic and congestion 24% 4 55% 9 0.1058 4
Effectiveness of City communication with public 14% 8 50% 10 0.0710 S
City parks and recreation programs/facilities 22% 5 68% 5 0.0688 6
Your access to bus transportation 10% 11 43% 12 0.0564 7
City's storm water management system 13% 9 59% 6 0.0529 8
City electric utilities 15% 7 69% 4 0.0453 9
City public health services 10% 12 57% 8 0.0409 10
City water & sanitary sewer utilities 12% 10 71% 2 0.0334 11
Customer service received from City employees 7% 13 59% 7 0.0291 12
Fire services 19% 6 86% 1 0.0265 13

Overall Priorities:




Satisfaction Rating

2016 City of Independence DirectionFinder
Importance-Satisfaction Assessment Matrix
-Overall-

(points on the graph showdeviations from the mean importance and =atisfaction ratings given by respondents to the =urvey)

mean importance

Exceeded Expectations

lower importance’higher satis faction

Fire servicess

City water & zanitary sewer utilities «
City electric utilitiez»

Continued Emphasis
higher importance’higher satisfaction

Police services »
*City parks and recreation programe and facilities

Ty CUSIOMEr SEIvICe *
City public health services*

City's stormwater management system
Effectiveness of City communications

Access to bus fransportation «

Less Important

lower importance'lowsr satisfaction

¢ F low of traffic and congestion
management in the City

Maintenance of City streets .

« E nforcement of City codes and ordinances

O pportunities for Improvement

higher importance'lowsr satisfaction

Lower Importance

Source: ETC Insatute (2016)

Importance Rating

Higher lmportan ce

mean satlisfacton
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Importance-Satisfaction Rating
City of Independence

PUBLIC SAFETY

Most Importance-

Most Important  Satisfaction Satisfaction Satisfaction [-S Rating
Category of Service Important % Rank % Rank Rating Rank
Very Hiah Priority (I-S >.20)
Police efforts to reduce crime and disorder 52% 1 55% 8 0.2340 1
City’s efforts to prevent crime 41% 2 46% 11 0.2214 2
Police presence in your neighborhood 36% 3 44% 13 0.2022 3
iah Priority (1S .10-.20)
Investigation of criminal offenses 22% 4 44% 12 0.1204 4
Medium Priority (--S <.10)
Quality of animal control services 19% 5 47% 10 0.0996 5
How quickly police arrive at emergencies 18% 7 54% 9 0.0842 6
Police presence in commercial areas 18% 6 57% 7 0.0787 7
Enforcement of local traffic laws 11% 8 59% 6 0.0447 8
EMS and transportation provided by AMR 9% 11 61% 5 0.0359 9
How quickly ambulances arrive at emergencies 9% 10 69% 3 0.0285 10
Fire protection 10% 9 79% 1 0.0212 11
City efforts to prevent fires 5% 13 66% 4 0.0170 12
How quickly fire personnel arrive at emergencies 6% 12 78% 2 0.0136 13

Public Safety Priorities:
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Q19. Most Important Reasons for Staying in

the City for the

Next 10 Years

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

Affordability of housing
Mear family or friends

Access to vanety of shopping & entertainment options
sense of community

Employment opportunities in Independence
Availability of parks & recreation opportunities

Diversity of housing choice

59%

50%:

44%

42%

29% !

22%

1 4?%

0% 20% 40% 60%

Source: ETC Institute (2016 Independence Citizen Survey)

80%

M 1st Choice E2nd Choice O3rd Choice
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Q21. Types of Development that Should Recelve the

Highest Priority in the City's Long Range Plan

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

7%

single-family residential development

Retail development

51%:

40%

Industrial development

Office development

33[::}&.

Condominium and townhouse development

29% !

Multi-family residential development
designed to be renter-occupied

24%

0% 20% 40% 60%

80%

M 1st Choice E2nd Choice O3rd Choice

Source: ETC Institute (2016 Independence Citizen Survey)
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Agreement with Various Statements About
Independence as a Historic City:
Trends 2008, 2013 & 2016

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where
5 means "strongly agree” (excluding don't kKnows)

92%
It's important to preserve City's historic sites 4%
93%
90%
It's important to maintain character of The Square 93%o
89%
85%
It's important to preserve historic neighborhoods 89%
89%
0% |
4 city errectively promotes its heritage sites 58%
I -
0% 20% 40% 60% 80% 100%

EA2010 02013 m2016

Source: ETC Institute (2016 Independence Citizen Survey)
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Q15. Have you visited at least one of the City's
historic sites within the last two years?

2013 2016
Yes

Mo
27%

sSource: ETC Institute (2016 Independence Citizen Survey)
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Agreement with Various Statements About the City:
Trends 2010, 2013 & 2016

by percentage of respondents who rated the item as a 4 or 5 on a 5point scale where
2 means "strongly agree" (excluding don't Knows)

1 80%
| am satisfied with access to grocery/drug stores 82%
79%
not asked in2010 5
Concerned about crime problems in neighborhood 53% :
58% E
] 59% E
My neighborhood needs to be improved 48% i
55% 5
' T 55%
Housing in my neighborhood is well maintained 56% :
52% E
7] 50% ! :
| am optimistic about future of my neighborhood 48% l
50% . :
' 20%
Expect value of home to increase during next 5 yrs 38% : :
42% :
0% 20% 40% 60% &60%

E22010 2013 2016

Source: ETC Institute (2016 Independence Citizen Survey)

100%
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Q22. In November 2009, the City opened the
Independence Events Center. Have you
aftended an event at the facility?

b ent




Q23. Have you done any of the following
during the past year?

by percentage of respondents (multiple choices could be made)

Read City's newsletter, CityScene

Read an article in the Examiner about City
Accessed City website (www.independencemo.org)
Read an arlicle in the Kansas City Star about City
Watched network television news about City
Watched City's cable channel, City 7

Accessed City's Facebook pages or Twitter feeds
Attended a neighborhood meeting

Called or written a City Council member

Attended a City Council meeting

Registered to receive e-newsletters

[ 30%

Mot asked in ;[HEI

- 3%

Emﬁ

o, |

Mot ssked in 2010

0%

Source: ETC Institute (2016 Independence Citizen Survey)
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= Summary

Overall Satisfaction Index Is Down Slightly Since 2013,
but Has Increased Slightly Since 2010, and Increased
Significantly Since 2000

Reasons That Will Have the Biggest Impact on
Residents Staying in Independence for the Next 10
Years Are: 1) Affordability of Housing, 2) Living Near
Family and Friends, and 3) Access to a Variety of
Shopping and Entertainment Options

Types of Development That Residents Most Support
Are Single-Family Residential and Retall

Overall Priorities for Improvement Are: 1) Maintenance
of City Streets, 2) Enforcement of Codes and
Ordinances, and 3) Quality of Police Services
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