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More than 1,850,000 persons surveyed since 2006 for more than 800 
cities in 48 states, including 11 of the 20 largest US cities and  

10 of the 20 largest US counties. 

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 30 years 
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Communities with Populations 
Above 500,000 in  

ETC Institute’s Database 

ETC Institute 
maintains data 
for 21 of the 31 
US cities with 
populations 

above 500,000 
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Agenda 

• Purpose 
• Survey methodology 
• Bottom line up front 
• Major findings  
• Summary and conclusions 
• Questions  
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• Gather input from residents to 

objectively assess the quality of City 
services  

• Track the City’s performance over 
time 

• Help identify opportunities for 
improvement  
 
 

 

Purpose 
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Survey Methodology 
• Survey description:   

– survey was 7 pages long 
– took 15-20 minutes to complete  

• Sample size:  1,523 completed surveys  
– at least 100 surveys were completed per district 
– response rate exceeded 30% in each district 

• Method of administration:   
– by mail with follow-up by phone 
– randomly selected sample of households in the City 
– results valid for 14 council districts 

 

• Confidence level:  95%   
• Margin of error:  +/- 2.5% overall 
• GIS mapping 
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Why Do Community Surveys 
• According to a survey conducted by ETC Institute, 

only 7.2% of residents reported they have attended 
a City meeting 
 

• Of those that have attended a City meeting, the 
majority attended for one of the following reasons: 

 

1) They did not like the way services are being delivered 
 

2) They wanted to have an impact on the way services are 
being delivered  
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Good representation by location 

2014 City of Dallas Community Survey 
Location of Respondents 
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Note: areas without 
dots have low  

population densities. 



 Overall satisfaction with City services is 15% above 
the national average for large US cities 

 The City is maintaining current service levels 
 Overall satisfaction with city services is similar in 

most areas of the City  
 Dallas rated above the national average for large 

U.S. cities in all areas of customer service that were 
assessed on the survey  

 Although the City is generally heading in the right 
direction, there are opportunities for improvement 

9 



Major finding #1 
Residents generally have a 

positive perception of the City 
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73% of the residents surveyed rated the overall quality of life in Dallas as “excellent” or “good” 11 



Most residents gave positive ratings for Dallas as a place to work, do business, and live 12 



Dissatisfaction was low in all of the areas rated within this category 13 



With the exception of the maintenance of infrastructure,  fewer  than 25% of the residents surveyed  
gave negative ratings for any of the major categories of City services that were rated 14 

The “3” ratings can be 
positively affected by education 



Major finding #2 
While there are some differences 

for specific services, overall 
satisfaction with City services is 
about the same in most areas of 

the City 

15 



LEGEND 
Mean rating on a 100-point 
scale, where 100=excellent  
and 0=poor 
 

 
 
 
 
 
 

Excellent 

Good 

Fair 

Poor 

Other (no responses) 

2014 Dallas  
Community 

Survey  
Shading reflects the mean rating for all 

respondents by District 

Ratings of the Overall Quality of Governmental 
Services Provided by The City of Dallas 
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Southern most area is generally less satisfied 

than other areas of the City 



Major finding #3 
The City of Dallas is setting the 

standard for service delivery 
compared to other large cities 
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Significantly higher:           Significantly lower:   18 

Dallas rated 
significantly 

above 
the national 

average in all  
six areas 



Significantly higher:           Significantly lower:   19 

Dallas rated 
significantly 

above 
the national 

average in all  
three areas 



Major finding #4 
The City continues to maintain 
high overall satisfaction ratings 

even though the results for most 
other large U.S. cities have 

decreased 
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Significantly higher than 2009:        Significantly lower than 2009:   21 
Changes of 3 points or more are significant 



The overall satisfaction index for Dallas is 3.5 points higher than it was 2009 
 while the national average has decreased by nearly 6 points 22 

Dallas has performed well 
while most other large cities 

have seen decreases in 
satisfaction ratings during 

the past 5 years 

Changes of 3 points or more are significant 



Significantly higher than 2009:        Significantly lower than 2009:   23 

Changes of 3 percent or more is significant 



Significantly higher than 2009:        Significantly lower than 2009:   24 

Changes of 3 percent or more is significant 

The percentage of 
residents who think 
the City is moving in 

the right direction and 
the percentage who 
think they get good 
value for their taxes 
have both increased 
significantly since 

2009. 



Most Notable INCREASES from 
2013-2014 

(areas where ratings increased by 5% or more) 
 Quality of drinking water (2013=55%, 2014=69%) 

 Taste/smell of tap water in your home (2013=54%, 2014=67%) 

 Response to water/wastewater service issues (2013=58%, 2014=66%) 

 Water conservation programs (2013=57%, 2014=64%) 

 Quality of economic development in Dallas (2013=67%, 2014=73%) 

 Job opportunities (2013=64%, 2014=69%) 

 Sewer services (2013=67%, 2014=72%) 

 Response time of fire to emergencies (2013=79%, 2014=84%) 

 Fire prevention and education (2013=58%, 2014=63%) 

 Street lighting (2013=39%, 2014=44%) 
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Most Notable DECREASES from 
2013-2014 

(areas where ratings decreased by 5% or more) 
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 City’s social media services (2013=55%, 2014=45%) 

 Services to low-income people (2013=43%, 2014=34%) 

 Services to seniors (2013=54%, 2014=45%) 

 Townhall meetings (2013=44%, 2014=36%) 

 Household hazardous waste disposal (2013=60%, 2014=52%) 

 Services to youth (2013=49%, 2014=42%) 

 Accessibility of facilities/services for disabled (2013=66%, 2014=60%) 

 Outdoor swimming facilities (2013=41%, 2014=35%) 

 Quality of public schools in Dallas (2013=33%, 2014=27%) 

 Availability of information about City programs & services 
(2013=51%, 2014=46%) 

 
 
 



Major finding #5 
Although the City is generally 
heading in the right direction, 
there are still opportunities for 

improvement 
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Overall priorities:   28 



29 
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 Overall satisfaction with City services is 15% above 
the national average for large US cities 

 The City is maintaining current service levels 
 Overall satisfaction with city services is similar in 

most areas of the City  
 Dallas rated above the national average for large 

U.S. cities in all areas of customer service that were 
assessed on the survey  

 Although the City is generally heading in the right 
direction, there are opportunities for improvement 



Questions? 
 

THANK YOU 
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