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/ 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 more than 30 years

More than 1,850,000 Persons Surveyed Since 2006
for more than 7oo cities in 49 States
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Purpose

To objectively assess satisfaction with
the delivery of major City services

To help determine priorities for the
community

To compare Washougal’s performance
with other communities

Provide a baseline for assessing
progress over time
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///Wethodology

Survey Description

4 pages
Took the average person about 10-minutes to
complete

Method of Administration
by mail and phone during late June and early July
random sample of residents
Sample size: Goal 400 (411 actually completed)
Confidence level: 95%
Margin of error: +/- 4.9% overall
Home address geocoded



Q17. Approximately how many years have you
lived in Washougal?

by percentage respondents

o years or less

26%
6-10 years
25%
Not provided
3%
More than 30 years
14%

11-15 years

12%

21-30 years
16-20 years
2o 13%

Source: ETC hstitute DirectionFinder (2014 - Washougal, WA)

DEMOGRAPHICS



by percentage respondents

3o-44 years 22%

26%

45-54 years
20%
05-64 years
19%

Source: ETC hstitute DirectionFinder (2014 - Washougal, WA)

Q18. What is your age?

18-34 years

Mot provided
1%

6o+ years
12%

DEMOGRAPHICS




Male
53%

Q19. Gender

by percentage of respondents

Source: ETC hstitute DirectionFinder (2014 - Washougal, WA)

Female
47%

DEMOGRAPHICS




: Q20. Annual Household Income
by percentage of respondents

$50,000 to $74,999 $25.000 to $49,999
21% 17%

Under $25,000

6%
$75,000 to $99,999 Not provided
19% 7%

$125,000 or more

$100,000 to $124,999 16%
14%

Source: ETC hstitute DirectionFinder (2014 - Washougal, WA)

DEMOGRAPHICS
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Q4. Did you vote in any Washougal municipal
election in 2011 or 20137

msiitute DirectionFinder (2014 - Washougal, W4

DEMOGRAPHICS
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Bottom Line Up Front

The City has a good brand.

The City’s overall satisfaction rating is above regional and national
averages even though ratings for individual services are generally
lower than regional and national ratings

Top Priorities for Improvement: Economic Development
and Street Maintenance

Enhanced communication with residents should improve
satisfaction with City services

Many residents want expanded city services but they are
not willing to pay for them

Residents generally support a renewal of the 2007-12 tax
levy lid lift for public safety

11



/“/

Topic 1

Perceptions of the City




Q3. Satisfaction With Items That Influence the
Perception Residents Have of the City
by pementage of respondents (excluding “don't kKnow™)
Overall feeling of safety in the city | 169 H3% 21% 10%
Overall quality of life in the city | 13% 45% 31 '3-'.’:-. 9%
Quality of services provided by the City |99 4904 33% 9%
Appearance of commercial property in the City 5% 3,:4% | 3?'3:-’:- I 24%
Owerall image of the city 5% Sé% 3?':}"-; . 26%
Appearance of residential property in the City 1’* 34I% SB%I I 258
Cwerall quality of new development 6%‘ EBI% 40% | | 26%
Value received for city tax dollars and fees EH‘{ 26% 33% AT%
How well the city is managing growth & development #% 25‘3’:53 | 37% I34%
Awailability of job opportunities 6% 41% 48%
0% 20% 40% 60% 80% 100%

||:|‘-.;"|:er'_\-r Satisfied (o) @ Satisfied (4) ONeutral (3) ODissatisfied (1/2) |

Source: ETC Institute DivectionFinder (2014 - Washougal, WA)
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: Ratings of Items that Influence
Perceptions of the City

Washougal vs. Northwest Reqgion vs. the U.S.

Source: 2014 ETC Institute

by percentage of respondents who gave positive ratings for the item (excluding don't knows)

|-Washnugal WMorthwest Region CIU.S. |

Cwerall quality of life in City 80%
80%
58%
Cwerall guality of City senvices provided 55%
57%
29% |
Planning for future growth & development 139%
44%
29% |
Walue received for tax dollars/fees 34%
45% . .
0% 20% 40% 60% 80% 100%

HOW WASHOUGAL COMPARES

14
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Topic 2
Major Categorles of
Ci




Q1. Satisfaction with Major Categories of Service

Provided by the City

by percentage of respondents (excluding "don't Know™)

Quality of fire/emergency medical/ambulance svcs. 38% 47% 14% 1
Quality of police semices 27% I 46% I I21 % |7%
Quality of customer senice from city employees | 20% 4{3% 292‘-;-: 2%
Quality of city parks [ 15% 43‘;}&; I EE%I 11%
Quuality of city sewer services |[11% I 4705 I | 29% | 18%
Cluality of city water utilities [ 13% 389, 12;4% I 26%
Effectiveness of management of storm water runoff (8% | 2004 ISE% 21%
Maintenance of city streets |89 I 1% I 2?';}'“-: I 28%
Effectiveness of communication with the public (9% I34% I SIQ% | 18%
Enforcement of city codes and ordinances (8% I33% £1I2% 17%
Effectiveness of economic development efforts  [f8g 24% 39% | I31%
0% 20% 40% 60% 60% 100%

||:|‘u‘er'_-,f Satisfied (5) E@Satisfied (4) COONeutral (3) @EDissatisfied (1/2)

Sowrce: ETC Institute DirectionFinder (2014 - Washougal, WA)
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Overall Ratings of City Services
Washougal vs. Northwest Region vs. the U.S.

by percentage of respondents who gave positive ratings for the item (excluding don't knows)

B5%

Fire/emergency medical semnices
B49%

I 81%

City parks
%

86%

73%
Police department/law enfarcement 67% |
73%
53%
Sewer semnvices 1% 1
0%
51% . ;
Water senvices Td%
74%
41% : :
Code enforcement 44%
. _]50% | 5
43% : i
Communications 6%
46% !
0% 20% A0% 60% 80%

|-Washougal mMorthwest Region CU.S. |

Source: 2014 ETC Institute

100%

HOW WASHOUGAL COMPARES
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Q2. City Services That Should Receive the Most

Emphasis Over th

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

Maintenance of city streets

Effectiveness of economic development efforts
Quality of city water utilities
Quality of city parks

Cluality of police senvices
Quality of fire/emergency medicalfambulance svcs.
Effectiveness of communication with the public
Enforcement of city codes and ordinances
Effectiveness of management of storm water runoff
Cuality of city sewer senvices

Quuality of customer service from city employees

e Next 2 Years

15%
14%,

0%

Source: ETC Institute DirectionFinder (2014 - Washougal, WA)

20% 40% 60%

|m1st Choice C12nd Choice BE3rd Choice |
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Satisfaction Rating

Source:

2014 City of Washougal DirectionFinder
Importance-Satisfaction Assessment Matrix
-Overall-

(pointz on the graph showdeviations from the mean im portance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations Continued Emphasis
lower importancethigher satisfaction higher importance’higher satisfaction
CGruality of firefemen ency medical/ambulance svcsy
w0y ality of police services
»u ality of customer service sQuality of city parks
from city employees
Cluality of city sewer services® . . o
Effectiveness of mgmt. # Quality of city water utilities
—_—
of storm water runoff Maintenance of city streetss
Effectiveness of communication with the public,
Enforcement of city codes and ordinances®
sEffectiveness of economic
dewelopment efforts
Less Important Opportunities for Im provem ent
lower importance/lower satisfaction higher importencelower s atis facion
Lower Importance : Hig her Importance
= Importance Rating

ETC Institute (2014)

mean satisfaction

19
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Topic 3
Public Safetyv Services




> Q6a-|. Satisfaction with Public Safety

by percentage of respondents (excluding "don't Know")

Quality of local fire protection and rescue sves.

How quickly fire and rescue personnel respond

How quickly ambulance personnel respond

The visibility of police in the community

Quality of local ambulance senvice

How quickly police respond to emergencies

Enforcement of local traffic laws W 24%
The city's overall efforts to prevent crime W 30%
Parking enforcement senvices W 39%

34%

Quality of animal control

0%  20%  40%  60%  80%  100%

[mVery Satisfied (5) zaSatisfied (4) CNeutral (3) EIDissatisfied (1/2) |

Source: ETC Institute DivectionFinder (2014 - Washougal, WA)
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Ratings of Public Safety Services
Washougal vs. Northwest Reqgion vs. the U.S.

by percentage of respondents who gave positive ratings for the item (excluding don't knows)

4%
Quality of local ambulance semice 86% .
84%

81%
919
an%i

78%

How quickly fire and rescue personnel respond EIU':}’-:E
87%

67 %; i

65%

72% !

75%

Quality of local fire protection/rescue senvices

How guickly police respond to emergencies

b8%

57% |

Visibility of police in the community

0% 20% 40% 60% 80% 100% 120%

E\Vashougal EMNorthwest Region COU.S.

Source: 2014 ETC Institute

HOW WASHOUGAL COMPARES
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Public Safety Services That Should Receive the Most
Emphasis Over the Next 2 Years

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

48%

The city's overall efforts to prevent crime

The wisibility of police in the community

Quality of animal control

How quickly police respond to emergencies

Quality of local fire protection and rescue sves.

How guickly fire and rescue personnel respond

Enforcement of local traffic laws

7%
59% |

Quality of local ambulance service

Parking enforcement senvices

s L i
0% 10% 20% 30% 40% H50%

How quickly ambulance personnel respond

|mm1st Choice 012nd Choice |

Sowurce: ETC Institute DirectionFinder (2014 - Washougal, WA)
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Satisfaction Rating

Source:

2014 City of Washougal DirectionFinder
Importance-Satisfaction Assessment Matrix

-Public

Safety-

(pointz on the graph show deviations from the mean imporance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations

lower importance’higher satisfaction

Quality of local fire protection and rescue svcs. =
Howr quickly fire and rescue perscnnel respond =

Howquickly ambulance personnel respond *

Guality of local ambulance service

Continued Emphasis
higher importanca/higher satisfaction

*The wisibility of police in the community

Enforcement of local traffic laws*

How quickly police respond to emergencies

Parking enforcement services =

Less Important

lower importance/lower sstisfaction

The city's owverall efforts to prevent crime »

sCuality of animal control

Opportunities for Improvement

higher importancelower s stisfaction

Lower Importance

ETC Institute (2014}

Importance Rating

Higher Importance

mean satsfactdon
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Topic 4




Q6k-n. Satisfaction with Parks

by percentage of respondents (excluding "don't Know™)

Appearance/maintenance of existing City parks | % | 28%
Quality of facilities (picnic shelters, etc.) | / | 28%
Quality of outdoor athletic fields % : 31%
Mumber of City parks % }'I_’-E-“J-i':

0% 20% 40% 60% 60% 100%

|I‘hfery Satisfied () E1Satisfied (4) ONeutral (3) @Dissatisfied (1/2) |

Sowrce: ETC Institute DivectionFinder (2014 - Washougal, WA)
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Ratings for Parks
Washougal vs. Northwest Region vs. the U.S.

by percentage of respondents who gave positive ratings for the tem (excluding don't knows)

Appearance & maintenance of City parks 81%

7%

Quality of outdoor athletic fields 68%

69%

Mumber of City parks 76%

1% |

0% 20% 40% 60% 80% 100%

|-Washougal mMorthwest Region COU.S. |

Source: 2014 ETC Institute

HOW WASHOUGAL COMPARES



Park Services that Should Receive the
Most Emphasis Over the Next Two Years

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

Quality of facilities (picnic shelters, etc.)

49%

Appearance/maintenance of existing City parks

45%

Mumber of City parks 32%

Quality of outdoor athletic fields 1%

0% 10% 20% 30% 40% 20%

|mm1st Choice &2nd Choice |

Source: ETC Institute DirectionFinder (2014 - Washougal, WA)
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2014 City of Washougal DirectionFinder
Importance-Satisfaction Assessment Matrix
-Parks-

(pointz on the graph show deviations from the mean importan ce and satisfaction ratings given by rezpondents to the survey)

mean importance

Satisfaction Rating

Exceeded Expectations Continued Emphasis
lower importance/higher satisfaction higher impartancehigher satisfaction
Appeamnce/maintenance of
sexisting City parks
Quality of facilities {picnic shelters, etc.}*
sluality of cutdoor athletic fields
# Humber of City parks
Less Important Opportunities for Improvement
lower importancellowsr satisfaction higher importance'lower satisfacion
Lower Impo rtance | mpn I'tﬂ nce Rﬂtl ng Hig her Importance

Source: ETC Institute (2014)

mean satlsfaction
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Q7. Where Residents Currently Get News and
Information About City Programs, Services and Events

by perentage of respondents (multiple selections could be made)

Camas-Washougal Post Record :49%
Columbian

City website

City e-mail update senvice

Public meetings

6%

0% 10% 20% 30% 40% 20%

Sowrce: ETC Institute DirectionFinder (2014 - Washougal, WA4)
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Q8. TWO Sources of Information Residents Prefer to
Get Information from the City

by percentage of respondents who selected the item as one of their top two ¢ hoices

City e-mail update service

45%
City website 45%

Camas-Washougal Post Record

Columbian

Public meetings

5% |

0% 10% 20% 30% 40% 20%

Source: ETC Institute DirectionFinder (2014 - Washougal, WA)
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Q60-t. Satisfaction with Communication
by percentage of respondents (excluding "don't Know™)
Awailability of info about city programs/senices 5% 319% 40% 24%
Owerall quality of the city's website 5% 31% 51% 13%
Efforts to keep you informed about local issues B% 2004 38% 28%
Timeliness of information provided by the city 19{ 24%I | 51% | | 21%
City e-mail information update senice B 18% 58% 19%
Level of public involvement in decision making l"{ 17% 47% 32%
0% Ed% 4(j°fn Ed% BD.% 100%

[mvery satisfied (5) £zSatisfied (4) CiNeutral (3) EDissatisfied (1/2) |

Sowrce: ETC Institute DivectionFinder (2014 - Washougal, WA)
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Ratings of Communication Services
Washougal vs. Northwest Region vs. the U.S.

Quality of City's website

Information about City programs & semvices

Public involvement in local decision-making

Source: 2014 ETC Institute

by percentage of respondents who gave positive ratings for the tem (excluding don't knows)

6%

59%

49%

53% |

41%

0% 10% 20% 30% 40% 50% 60%

E\Washougal EMNorthwest Region CJU.S.

T0%

HOW WASHOUG

AL COMPARES
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Communication Issues That Should Receive the Most
Emphasis Over the Next 2 Years

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

Efforts to keep you informed about local issues

Level of public invalvement in decision making

Awailability of info about city programs/senices

City e-mail information update senice

Timeliness of information provided by the city

Owerall quality of the city's website

0%

44%
:aia%
33%
14%
13%
10% 2:?::% 30:% 4:3:% 50%

Source: ETC Institute DirectionFinder (2014 - Washougal, WA)

|m1st Choice CI2nd Choice |
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2014 City of Washougal DirectionFinder
Importance-Satisfaction Assessment Matrix
-Communication-

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations

lower importance’higher s atis faction

* Overall quality of the city's website

Continued Emphasis

higher importanceshigher sstisfaction

Availability of info about city programs/sendces

Efforts to keep you informed about local issues*

sTimeliness of information
provided by the city

#City e-mail information upd ate service

Satisfaction Rating

Less Important

lowwer importance'lower satisfaction

Lewel of public invohsement in decision making

Opportunities for Improvement
higher importance/lower satisfacton

Importance Rating

Source: ETC Instiiuie (2014)

mean satisfaction




Topic 6




Q6u-y. Satisfaction With Streets

by percentage of respondents (excluding "don't know™)

Adequacy of City street lighting % 26%
Mowing & trimming along streets/other public areas % | 27%
Maintenance of major City streets % | 25%
Maintenance of streets in your neighborhood % 21;15'-'-':
Condition of sidewalks in the City % 3:2%
0% 20% 40% ED% BD‘% 100%

[mVery Satisfied (5) mSatisfied (4) CNeutral (3) EDissatisfied (1/2) |

Sowrce: ETC Institute DivectionFinder (2014 - Washougal, WA)
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Ratings of Street Maintenance Services
Washougal vs. Northwest Region vs. the U.S.

by percentage of respondents who rated the item 4 or5 on a 5-point scale
where 5 was very satisfied” and 1 was "very dissatisfied” (excluding don't knows)

54%

Maintenance of major city streets

55%

8%

51%

55%

Maintenance of streets in your neighborhood

56%

0% 20% 40% 60% 80%

W\Washougal EMorthwest Region U5,

Source: 2014 ETC Institute

100%

HOW WASHOUGAL COMPARES
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Street Issues That Should Receive the Most Emphasis
Over the Next 2 Years

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

46%

Maintenance of major City streets

40%

Maintenance of streets in your neighborhood

Condition of sidewalks in the City 35“;’:0

Adequacy of City street lighting 21%

21%

Mowing & trimming along streets/other public areas

0% 10% 20% 30% 40% 20%

|mm1st Choice CI2nd Choice |

Source: ETC Institute DivectionFinder (2014 - Was hougal, W4)
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2014 City of Washougal DirectionFinder
Importance-Satisfaction Assessment Matrix
-Streets-

(points on the graph show deviations from the mean importance and =satisfaction ratings given by rezpondents to the survey)

mean importance

Exceeded Expectations Continued Emphasis
lower importancerhigher satisfaction higher importance/higher satisfaction
o
o . N
=1 *Adequacy of City street lighting
1y
m sMowing & trimming along streets!
other public areas
o
Maintenance of major City strests
Maint f major City streets
‘g *llaintenance of streets in
“t.l_'] your neighborhoocd
=
1Y) . . . .
W oz gndition of sidewalks in the City
Less Important Opportunities for Improvement
lower importance/lower satisfaction higher importanca/lower satisfaction

Importance Rating

Source: ETC Institute (2014)

mean satisfaction
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Topic 7

Code E ement




Q6(1-4). Satisfaction With Code Enforcement

by percentage of respondents (excluding "don't know™)

48%

Enforcing codes designed to protect public safety /jiﬁi.':-i'.-r"-.

44%

Enforcing sign regulation /:,fﬁ D

Enforcing cleanup of litter/debris 34%

Enforcing mowing/trimming of grass/weeds 39%

0% 20% 40% 60% 80% 100%

|.‘u’eryr Satisfied (3) E@Satisfied (4) ONeutral (3) MDissatisfied (1/2) |

Source: ETC Institute DirectionFinder (2014 - Washougal, WA)
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Ratings of the Enforcement of Codes and Ordinances
Washougal vs. Northwest Region vs. the U.S.

by percentage of respondents who gave positive ratings for the item (excluding don't knows)

Clean-up of litter/debris on private property

A7%

Enfarcing mowing/trimming of grass/weeds

48%

0% 20% 40% 60% 80% 100%

|-Washnugal mMNorthwest Region OU.S. |

Source: 2014 ETC Institute

HOW WASHOUGAL COMPARES
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Code Enforcement Issues That Should Receive the
Most Emphasis Over the Next 2 Years

by percentage of respondents who selec ted the item as one of their top two choices

Enforcing cleanup of litter/debnis

Enforcing mowing/trimming of grass/weeds

Enforcing codes designed to protect public safety

Enfarcing sign regulation

62%

47%

35%

15%

0%

20% 40% 60%

|m1st Choice C12nd Choice |

Source: ETC Institute DirectionFinder (2014 - Washougal, WA)
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2014 City of Washougal DirectionFinder
Importance-Satisfaction Assessment Matrix
-Code Enforcement-

(point= on the graph show deviations from the mean imperance and satizfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations

lower importance’higher s atisfaction

Enforzing codes designed to protect public safetys

*Enforcing sign regulation

Continued Emphasis

higher importance’higher satisfaction

Satisfaction Rating

Less Important

lower importan calower s atisfaction

Enforcing cleanup of litter/debris »

*Enforcing mowing/ftrimming of grasshweeds

Opportunities for Improvement

higher importance/low e satisfaction

Lower Impo iance

Source: ETC Institute (2014)

Importance Rating

Hig her Importance

mean satdsfaction
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Q9. How Residents Currently Use the Public Library

by percentage of respondents (multiple selections could be made)

Check out books/DVDs/fother materials

Aslk the library staff questions

Use the semices available on library website

Attend library programs/classes/events

Use the library computers or WiFi

Do not use the library 0%

0% 10% 20% 30% 40% 20%

Source: ETC Imstitute DivectionFinder (2014 - Washougal, WA)
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Q10. Have you called, e-mailed or visited the City with a
guestion, problem, or complaint during the past year?

by percentage of respondents

@10a. How easy was it to contact
the person you needed to reach?

Very easy
44%

Dant know

1% Wery difficult
A%

Somewhat easy Difficult

38%
Con't know 13%

2%

Source: ETC Institute DirectionFinder (2014 - Washougal, WA)
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Q10. Have you called, e-mailed or visited the City with a
question, problem, or complaint during the past year?

by percentage of respondents

Q10b. What department did

you contact?
{multiple selections could be made)

Municipal Service
Utility billing
Police
Parks

Yes
47% Community Development

Fire

Ewvent permits
Don't know
2%

Source: ETC Institute DirectionFinder (2014 - Was hougal, WA)
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Q10c. How often did the employees contacted display
the following behaviors?

by percentage of respondents who contacted the City during the past year (excluding "don't know™)

They were courteous and polite

They gave prompt, accurate, complete answers

Did what they said they would do in timely manner

They helped resolve an issue to your satisfaction

0%

200  40% 0 60% 0 &0%

|=Aways EUsually CISometimes EISeldom/Never

Source. ETC Institute DivectionFinder (2014 - Washougal, Wd)

100%
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Topic 10
Perceptions of
D nt




Q11. How Residents Rate the City’s Current Pace of
Development

by percentage of respondents (excluding "don't know™)

Single-family residential development

52%

Industrial development

Multi-family residential development

1%

52% %ﬂ
B

Office development

=

49% %ﬁi

Retail development

o

o |

0% 20%

40%

60% 80% 100%

mEMuch too slow (5) ZAToo slow (4) ClJust right (3) ZAToo fast (2) EIMuch too fast (1) |

Source: ETC stitute DirectionFinder (2014 - Washougal, WA)

S16)
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Topic 11
Other Funding and
Poli S




Q12. How the Level of Service Provided by the City
Should Change

by percentage of respondents (Excluding "don't Know”)

Maintenance of infrastructure

Recreation facilities

Parks and open space

Law enforcement

Fire, EMS and ambulance

=

0%

TB%

20% 40% 60% 80% 100%
mShould be much higher (5) EzShould be a little higher (4)
OShould stay the same (3) OShould be a little lower (2]
EOShould be much lower (1)

Source: ETC hstitute DirectionFinder (2014 - Washougal, WA)
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Q14. To maintain existing levels of Fire, EMS and
ambulance services, do you support renewing the
2007-2012 property tax levy lid lift?

by percentage of respondents

Yes
T1%

3

)

MNo
15%

Source: ETC Institute DivectionFinder (2014 - Washougal, WA)
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Q15. Do you support allowing the following in

Washougal?

by percentage of respondents who answered “yes”

42%

Marijuana retail sales
Marijuana production

38%

Marijuana processing

38%

0% 20% 40%

Sowrce: ETC Institute DirectionFinder (2014 - Washougal, WA)
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Summary

The City has a good brand.

Overall satisfaction rating is above regional and national averages
Ratings for individual services are generally below regional and
national ratings

Top Priorities for Improvement: Economic Development
and Street Maintenance

Enhanced communication with residents should improve
satisfaction with City services

Many residents want expanded city services but they are
not willing to pay for them

Residents generally support a renewal of the 2007-12 tax
levy lid lift for public safety
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Questions?




