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• To objectively assess resident 
satisfaction with the delivery of City 
services

• To measure trends from previous 
annual surveys

• To gather input from residents to help 
set budget priorities  

• To compare Auburn’s performance 
with other cities 

Purpose



Methodology
• Survey Description

– the 2013 survey was changed significantly from previous 
years so trends are not available for many questions

– survey was 7 pages in length
• Method of Administration

– mailed to a sample of 1,500 households in the City
– phone follow-ups done 7 days after the mailing 
– each survey took approximately 15-20 minutes to complete

• Sample Size:
– 675 completed surveys (45% response rate)
– 285 phone, 390 mail

• Confidence Level:  95% 
• Margin of Error:  +/- 3.8% overall



City of Auburn
2013 Citizen Survey

Location of 
Respondents

Good Representation By LOCATION



 The City of Auburn Continues to Move in the Right 
Direction

 The City of Auburn is Setting the Standard for Other 
Cities

 Improvements to the Flow of Traffic and Congestion 
Management and Maintenance of City Infrastructure
should be the City’s top overall priorities if the City 
wants to see customer satisfaction ratings continue to 
improve 

 City’s current plans for improvements to Downtown, 
Opelika Road, and parks/recreation are closely aligned 
with residents expectations

Bottom Line Up Front



Major Finding #1
Residents Generally Have a 

Positive Perception of the City

9



Most Residents Feel Good About the Quality of Life, Image of the City and City Services Provided by Auburn



6% or Less of the Residents Survey Were Dissatisfied with Any of the Quality of Life Issues Accessed



With the Exception of Congestion Management and Street/Facility Maintenance,
11% or Less of those Surveyed Were Dissatisfied with Any of the Major City Services That Were Rated



Major Finding #2
Overall Satisfaction with
City Services Is Generally 

the Same Throughout the City
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Satisfaction with the  OVERALL quality of services provided by the City

While There Are
Some Differences for

Specific Services, 
Overall Satisfaction
With City Services

Is the Same in Most
Parts of the City

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)

2013 City of Auburn Citizen Survey
Shading reflects the mean rating for all respondents by CBG (merged as needed)



Major Finding #3
City Continues to Show 

Improvements Long Term
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LONG-TERM 
TRENDS

Ratings 
Improved or 
Stayed the 

Same in 59 of 
68 Areas; 45 

Were Significant 
Improvements



SHORT-TERM 
TRENDS

Ratings 
Improved or 
Stayed the 

Same in 50 of 
72 Areas; 17 

Were Significant 
Improvements



Significant Increases From 2006:         Significant Decreases From 2006:
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Significant Increases From 2006:         Significant Decreases From 2006:



Significant Increases From 2006:         Significant Decreases From 2006:



Significant Increases From 2006:         Significant Decreases From 2006:



Significant Increases From 2006:         Significant Decreases From 2006:



Significant Increases From 2006:         Significant Decreases From 2006:



Significant Increases From 2006:         Significant Decreases From 2006:



Significant Increases From 2006:         Significant Decreases From 2006:



Major Finding #4
Satisfaction Levels in the
City of Auburn Are Higher 
than the National Average 
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NATIONAL 
COMPARISONS

Auburn Rated 
Above the 

National Average 
in 57 of 60 Areas;

49 Items Were 
Significantly 

Above Average



Significantly Higher:            Significantly Lower:
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NEW 
HIGH
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Major Finding #5
There Are Opportunities

to Do Better
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Overall Priorities:





Public Safety Priorities:



Code Enforcement Priorities:



Garbage and Water Services Priorities:



Maintenance Priorities:



Parks and Recreation Services Priorities:



Priorities For Downtown Auburn:



Major Finding #6
Development and 
Redevelopment
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Summary and Conclusion
 The City of Auburn Continues to Move in the Right 
Direction

 The City of Auburn is Setting the Standard for Other 
Cities

 Improvements to the Flow of Traffic and Congestion 
Management and Maintenance of City Infrastructure
should be the City’s top overall priorities if the City 
wants to see customer satisfaction ratings continue to 
improve 

 City’s current plans for improvements to Downtown, 
Opelika Road, and parks/recreation are closely aligned 
with residents expectations



Questions?

THANK YOU!!


