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More than 1,850,000 Persons Surveyed 
for more than 800 cities in 48 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 30 years

ETC Institute
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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
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Methodology
• Survey Description

– the survey contained many of the questions from previous 
years 

– survey was 7 pages in length
• Method of Administration

– mailed to a random 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:
– 763 completed surveys (51% response rate)

• Confidence Level:  95% 
• Margin of Error:  +/- 3.5% overall
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Good Representation By AGE
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Good Representation By RACE/ETHNICITY 7



Good Representation By INCOME
8



Good Representation By GENDER
9



City of Auburn
2014 Citizen Survey

Location of 
Respondents

Good Representation By LOCATION

Auburn
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 Residents have a very positive perception of the City
 The City of is definitely moving in the right direction. 
 The City is equitably serving the needs of residents in all 
areas of the City

 Auburn is setting the standard for the delivery of City 
services – the City’s rating’s are among the highest in the 
nation

 Although improvements to traffic flow and street 
maintenance are still important, traffic flow is no longer 
classified as a “VERY HIGH” priority and Maintenance is 
now classified as a “MEDIUM” priority for the first time 
since ETC Institute began conducting the survey

Bottom Line Up Front
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Major Finding #1
Residents Have Very Positive 

Perceptions of the City
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Most Residents Feel Good About the Quality of City Services and Value Received for City Taxes and Fees 
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Residents think Auburn is a great place to live, work and raise children! 
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Satisfaction with City Services in High in ALL AREAS.    
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Major Finding #2
The City is Equitably Serving 

Residents in All Areas                  
of 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)

2014 City of Auburn Citizen Survey
Shading reflects the mean rating for all respondents by CBG (merged as needed)

177



Major Finding #3
The City Is Moving in the

Right Direction!
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LONG-TERM 
TRENDS

Since 2006, 
Ratings Have 
Significantly 
Improved in

53 Areas. There 
Have Been NO

Significant 
Decreases.
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SHORT-TERM 
TRENDS

Since 2013, 
Ratings 

Significantly 
Improved in

51 Areas. There 
Were Just Two 

Significant 
Decreases.
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Significant Increases From 2006:         Significant Decreases From 2006:
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Significant Increases From 2006:         Significant Decreases From 2006:
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Significant Increases From 2006:         Significant Decreases From 2006:
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Significant Increases From 2006:         Significant Decreases From 2006:
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Major Finding #4
The City of Auburn is Setting 
the Standard for the Delivery 

of City Services 
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NATIONAL 
COMPARISONS

Auburn Rated 
Above the 

National Average 
in 58 of 60 Areas;

49 Items Were 
Significantly 

Above Average
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Significantly Higher:            Significantly Lower:
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Major Finding #5
Although Improvements to traffic flow 

and street maintenance are still 
important, traffic flow is no longer 

classified as a “VERY HIGH” priority 
and Maintenance is now classified as 
a “MEDIUM” priority for the first time 
since ETC Institute began conducting 

the survey
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Overall Priorities:

LAST YEAR
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Traffic Flow is no longer a VERY HIGH Priority and Maintence is a MEDIUM
Priority for the First Time Since We Started Conducting the Survey

THIS YEAR
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Public Safety Priorities:
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Code Enforcement Priorities:
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Garbage and Water Services Priorities:
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Maintenance Priorities:
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Parks and Recreation Services Priorities:
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Major Finding #6
Other Issues 
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Significantly Higher:            Significantly Lower: 48
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Summary and Conclusion
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 Residents have a very positive perception of the City
 The City of is definitely moving in the right direction. 
 The City is equitably serving the needs of residents in all 
areas of the City

 Auburn is setting the standard for the delivery of City 
services – the City’s rating’s are among the highest in the 
nation

 Although improvements to traffic flow and street 
maintenance are still important, traffic flow is no longer 
classified as a “VERY HIGH” priority and Maintenance is 
now classified as a “MEDIUM” priority for the first time 
since ETC Institute began conducting the survey



Questions?

THANK YOU!!
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