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Purpose

To objectively assess citizen satisfaction
with the delivery of Village services

To set a baseline for future surveys

To compare Mount Prospect’s performance
with residents in other communities
regionally and nationally

To help determine priorities for the
community



Survey Description
six-page survey
each survey took approximately 15-20 minutes to complete

Method of Administration

by mail, phone and online to randomly selected sample of
households in the Village

each survey took approximately 15-20 minutes to complete

Sample size:
goal number of surveys: 400
goal far exceeded: 490 completed surveys

Confidence level: 95%

Margin of error: +/- 4.4% overall
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Location of Survey
Respondents

Village of Mount
Prospect 2016
Community Survey

Good Representation
throughout the Village




~—— Bottom Line Up Front™ -

Residents Have a Very Positive Perception of the Village
85% are satisfied with the overall quality of life in Mount
Prospect; only 3% are dissatisfied

85% are satisfied with the overall quality of services provided by
the Village; only 3% are dissatisfied

Overall Satisfaction with Village Services Is Much
Higher in Mount Prospect Than Other Communities

Overall satisfaction with Village services rated 39% above the
East Central Regional Average, and 29% above the U.S. Average

Village rated above the East Central Average in 44 of 51 areas
Village rated above the U.S. Average in 43 of 51 areas

Top community priorities for the next 2 years:

Crime prevention
A balanced Village budget
Flood prevention and storm water management



Major Finding #i
Residents Have a Very Positive
Perception of the Village




Q1. Overall Satisfaction with Various Aspects of
Quality of Life Services in the Village

by percentage of respondents who rated the item as a 1 to 5 on a 5point scale (excluding don't knows)

Maintenance of Village buildings & facilities 12% H

Quality of services provided by the Village 1% )n

Quality of customer service 13% ‘Bﬁ’.

Emergency preparedness 21% }:..

Maintenance of Village streets 1% | 8%

Effectiveness of Village communication 22% 9%

Enforcement of Village codes/ordinances 27% 12%

Flow of traffic/management 24% 18%

Management of Village finances o3% 4% 18%

0% 20% 40% 60% 80% 100%
mVery Satisfied (o) OSatisfied (4) CONeutral (3) EDissatisfied (1/2)

85% of Residents Are Satisfied with the Overall Quality of Services Provided by the Village,
Compared to Only 3% Who Are Dissatisfied




Q3. Overall Satisfaction with Aspects of the Community

by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale (excluding don't Knows)

Owerall quality of the Library semices 47% 41% 11%
Owverall feeling of safety in your neighborhood 5% 50% | 9% |5%
Owerall feeling of safety in the Village 34% 51% | 12% P
Cwerall guality of life in the Village 31% 54% | 13% |ﬂ|
Ease of access of places you usually visit 26% 55% 14% |3%
Owerall quality of Public Schools 44% a6% | 18% ¢
Overall quality of Park District services 34% 45% "~ 15% |B%
Overall maintenance of public property 25% 52% | 18% [

Overall image of the Village 24% 52% | 16% | 8%

GQuality of Village events 0% 44% 23% |41Ih

Overall maintenance of private property 15% 53% | | 259 | 8%
Access to quality shopping facilities 22%, 45% | 20% | 13%
Access to restaurants 21% 45% 22% 12%

Sense of community 20% 46% | 28% 6%

Availability of public transportation 18% 6% oo 13%
Availability of affordable housing JEELR T 39% [ 38% [ 11%
Variety & quality of Commissions [ 36% | 44% 5%
Value you receive for tax/fees i ~ 38% | “36% | 17%
Quality of new development in the Village [ESA 34% | 2% | 20%

Citizen engagement ik 29% 48% 13%

0% 20% 40% 0% 80% 100%
m\/ery Satisfied (5) CISatisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2016

20% or Less Are Dissatisfied with Any of Areas that Were Rated



Satisfaction with the Overall Quality of Services Provided by the Village

-
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All areas are in BLUE,
which indicates that

residents all parts of the
Village are satisfied

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

588& No Response

&) ETC insTITUTE -
-

Village of Mount Prospect 2016 Community Survey
Mean rating for all respondents by CBG (merged as needed) 11




Satisfaction with the Overall Quality of Life in the Village
\\—»w,,,, , bk

All areas are in BLUE,
which indicates that

residents all parts of the
Village are satisfied

Legend
Mean rating on a 5-point scale .= 4
ll"lllll LT

B 1.0-1.8 Very Dissatisfied =1

1.8-2.6 Dissatisfied

2.6-3.4 Neutral ‘\'T
3.4-4.2 Satisfied -~

0‘5

588& No Response
& ETC INSTITUTE "%
Village of Mount Prospect 2016 Community Survey
Mean rating for all respondents by CBG (merged as needed) 12




Major Finding #2
Satisfaction Levels in Mount
Prospect Are Significantly Higher

than National and Regional
Averages




Overall Satisfaction with Various Village Services
Mount Prospect vs. East Central Region vs. the U.S

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

fDuerall quality of the library system

f[:lverall quality of trash services

f[ﬁluerall quality of customer semvice

f[:werall quality of public schools/ district

fF’arksfrecreatinn Senices

fEr‘nergent:‘_.,r preparedness

VWastewater utility senices

fl‘uﬂaintenance of Village streets

f‘u’illage communication with the public

Cwerall quality of the stormwater management

Enforcement of local codes and ordinances

Management of traffic flow and congestion

s '

0% 20% 40% 60% 80% 100%
EMount Prospect BEast Central COU.S.

w a- 111 =

Significantly Higher: Significantly Lower:




Satisfaction with Issues that Influence

- Perceptions of the Village
Mount Prospect vs. East Central Region 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 1 was "very dissatisfied” [excluding don't knows)

85%
vaeralI quality of Village senvices provided

85%
f[ﬁlverall quality of life in the Village

vaerall image of your community

Value received for Village tax dollars/fees

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

mMount Prospect BEast Central OU.S.

Source: 2016 ETC Insttute

Significantly Higher: Significantly Lower:



Overall Satisfaction with Public Safety Services
Mount Prospect vs. East Central Region vs. the U.S

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

: : 87 %
Quality of fire senices 7%
29%
. : : 85%
Cwerall quality of emergency medical semnvices 'Tseaaq%
(uality of poli tect 71% 82%
f uality of police protection .
yarp P £
f : : : 78%
Folice response time to emergencies Efgﬁ%
72%:
Enforcement of local traffic laws _ﬁ"ﬁ
. . T0%
Farking enforcement senices E1%FF%
- : 68%
anme prevention £ :
81% .
5. . 67% |
Folice safety education programs 5286 . o :
N o 5% !
Visibility of police in neighborhoods F‘Eﬂ:ﬁ -
. - o | | 6
Visibility of police in commercial/retail areas 70%
0% 20% 40% 60% 80% 100%

M Mount Prospect BEast Central DU S.

Source: 2016 ETC Insttute

Significantly Higher: Significantly Lower:



How Safe Residents Feel in Their Community

Mount Prospect vs. East Central Region vs. the U.S

by percentage of respondents who rated the tem 4 or 5 on a 5-point scale
where 5 was "very safe” and 1 was "very unsafe” (excluding don't knows)

fln your neighborhood during the day

fDueraII feeling of safety in my community

fln your neighborhood at night

fln your Downtown area

fln Village parks

0% 20% 40% 60% a0% 100%

BMount Prospect BEast Central CJU.S.

Source: 2016 ETC Institute

Significantly Higher: Significantly Lower:



Overall Satisfaction With Maintenance Services
Mount Prospect vs. East Central Reqgion vs. the U.S

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

fﬂleanliness of public areas = :

Condition of street signs & traffic signals 7235

| ' ' | B 53%
A vsinenance of Downown T
) ) ) 69%
: : T8%
Snow/ice removal on major streets EE'E ;

. . T8%
fl"u’lnwmg and tree trimming along streets SER ;
s . - ' ' ' 76%
Adequacy of Village street lighting 52 ;
’ N . ' ' ' 4%
Condition of neighborhood streets 28 g ;

% | | | | ' 74%
Snow/ice removal on neighborhood streets w !
. L | ' ' 73%

fﬂnndltlnn of major Village streets Es:-&a;;% -

fCDnditinn of sidewalks 5336

20% 40% 60% 80% 100%

# -

0

mMount Prospect mEast Central OS5,

Source: 2016 ETC Institute

Significantly Higher: Significantly Lower:



Overall Satisfactioh*with Communication
Mount Prospect vs. East Central Region vs. the U.S

by percentage of respondents who rated the item4 or 5 on a 5-point scale
where 5 was "very satisfied” and 1 was "very dissatisfied” (excluding don't knows)

f[lualitj-,r of the Village's website

fhvailabilit'_-,r of info about services/programs

fTimeIiness of info provided by government

Quality of social media outlets

‘The quality of yvour local television channel

0% 20% 40% 60% 80% 100%
B Mount Prospect BEast Central OU 5.

e 16 [ Tn=fifte

Significantly Higher: Significantly Lower:




Overall Satisfaction with Waste Services
- Mount Prospect vs. East Central Region vs. the U.S

by percentage of respondents who rated the item4 or 5 on a 5-point scale
where 5 was "very satisfied” and 1 was "very dissatisfied” [excluding don't knows)

87%

Residential trash collection semnvices
84%

87%
fRecycling Senices
Yardwaste collection senices
Wastewater services

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

mMount Prospect BEast Central CJU.S.

e 201A ETC Inshts

Significantly Higher: Significantly Lower:



Major Finding #3

Top Community Priorities




Q22. Community Priorities That Should Receive the
Most Emphasis Over the Next Two Years

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

Crime prevention | EEE
A balanced Village budget 46% :
Flood prevention & storm water management b 40%
Owerall quality of life 35%
Quality of services provided by the Village - | 34%
A vibrant downtown [ B ] 31%
Quality & drivability of Village streets B ] 29% |
Village sidewalks | 15%
Environmentally sustainable practices 13% !
Availability/integration of biking lanes & trails 11% !
Walkability of downtown & other areas H:.:| 1% ! :
Arts & cultural amenities 1%
Availability of green space %lg% ' '
Availability of parking downtown [ I ] 9%
Diversity of housing choices D:I] 6%
Historic preservation [T ] 5%
Greater residential density in downtown 2% ! !
Allowing video gaming 4%
other ] 3% § § §
0% 20% 40% 60%

W 1st Choice O2nd Choice E3rd Choice B4th Choice O5th Choice

The Community Priorities That Residents Feel Should Receive the Most Emphasis Over the Next Two Years
Are: 1) Crime Prevention, 2) A Balanced Village Budget, and 3)Flood Prevention & Stormwater Management




2016 Importance-Satisfaction Rating

Village of Mount Prospect

of Life
Most Most Importance-
Important Important Satisfaction Satisfaction Satisfaction [-S Rating

Category of Service % Rank % Rank Rating Rank
Very High Priority (1S >.20)
Overall management of Village finances 53% 1 48% 9 0.2746 1
High Priority (IS .10-.20)
Owverall flow of traffic management in the village 42% 3 58% 8 0.1735 2
Overall maintenance of Village streets 44% 2 75% 5 0.1101 3
Medium Priority (1S <.10)
Overall effectiveness of communication with the public 24% 6 68% 6 0.0755 4
Overall enforcement of Village codes and ordinances 16% 7 61% 7 0.0612 5
Overall efforts of the Village for emergency preparedness 25% 5 7% 4 0.0578 6
Overall quality of services provided by the Village 35% 4 86% 2 0.0495 7
Customer service received from Village employees 12% 8 81% 3 0.0228 8
Overall maintenance of Village buildings & facilities 8% 9 86% 1 0.0113 9

Overall Priorities:




2016 Importanchaction Rating
Village of Mount Prospect

Infrastructure
Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction [-8 Rating
Category of Service % Rank % Rank Rating Rank
High Priority (1S .10-.20)
Adequacy of street lighting on neighborhood streets 39% 1 58% 15 0.1666 1
Condition of sidewalks in your neighborhood 33% 3 61% 13 0.1265
Medium Priority (IS <.10)
Condition of major Village streets 34% 2 713% 1 0.0923 3
Quality of cable & internet service 21% 7 58% 14 0.0876 4
Snow removal on streets in your neighborhood 33% 4 74% 10 0.0852 5
Conditions of streets in your neighborhood 32% 5 74% 9 0.0830 6
Snow removal on major Village streets 27% 6 78% 7 0.0597 7
Quality of electrical service 16% 10 72% 12 0.0466 8
Adequacy of street lighting on major streets 17% 9 76% 8 0.0400 9
Overall cleanliness of streets & other public areas 20% 8 84% 1 0.0317 10
Mowing/tree trimming along streets & other public areas 14% 1 78% 6 0.0310 1
Maintenance of street signs & traffic signals 12% 12 83% 3 0.0202 12
Maintenance of the Village's Downtown 10% 13 83% 4 0.0178 13
Quality of natural gas service 4% 14 78% 5 0.0088 14
Maintenance of Village owned buildings 3% 15 84% 2 0.0051 15

Infrastructure Priorities:




2016 Importance-Satisfaction Rating
Village of Mount Prospect

ment Services

Most Most Importance-
Important Important Satisfaction Satisfaction Satisfaction |-S Rating

Category of Service % Rank % Rank Rating Rank
High Priority (1S .10-.20)

Property maintenance standards 45% 1 57% 4 0.1921 1
Exterior maintenance standards for private property 35% 2 63% 3 0.1294 2
Medium Priority (IS <.10)

Building permit process 14% 4 55% 5 0.0638 3
Inspection process 12% 5 53% 6 0.0559 4
Appearance of Commercial Corridors 16% 3 65% 2 0.0546 5
Sign regulation standards 10% 6 66% 1 0.0349 6
Conditional use permit process and/or variance process 3% 7 50% 7 0.0165 7

Community Development Priorities:




=2016 portance-Satisfaction Rating
Village of Mount Prospect

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction |-S Rating
Category of Service % Rank % Rank Rating Rank
High Priority (18 .10-.20)
Visibility of police in neighborhoods 50% 2 65% 13 0.1745 1
Efforts to prevent crime 50% 1 68% 11 0.1618 2
Visibility of police in retaillcommercial areas 30% 3 63% 14 0.1097 3
Medium Priority (1S <.10)
Public safety education programs 21% 4 67% 12 0.0682 4
Enforcement of traffic laws (speeding) 18% 5 71% 9 0.0521 5
Overall quality of police respaonse times 18% 7 78% 8 0.0385 6
Overall quality of police protection 18% 6 82% 5 0.0319 7
Enforcement of parking laws 10% 12 70% 10 0.0293 8
Overall quality of emergency medical services 17% 8 85% 4 0.0252 9
Overall professionalism of the police department 12% 9 81% 6 0.0221 10
Friendliness of police department 11% 11 81% 7 0.0207 1
Overall quality of fire protection services 11% 10 87% 3 0.0148 12
Overall professionalism of the Fire Department 4% 13 88% 2 0.0042 13
Friendliness of the Fire Department 2% 14 90% 1 0.0021 14

Public Safety Priorities:




2016 Importance-Satisfaction Rating
Village of Mount Prospect

Human Services

Most Most Importance-
Important Important Satisfaction Satisfaction Satisfaction I|-S Rating
Category of Service % Rank % Rank Rating Rank

High Priority (1S .10-.20)
Owverall quality of social services 25% 2 53% 6 0.1190 1
Overall quality of senior services 25% 3 55% 4 0.1122 2

Medium Priority {15 <.10)

Food pantry 16% 4 56% 3 0.0722 3
Accessibility of Village services 29% 1 7% 1 0.0664 4
Overall quality of nursing services 10% 5 55% 5 0.0441 5
Medical Lending Closet 7% 6 63% 2 0.0244 6

Human Services Priorities:




Other Findings




Q15. Primary Sources of Information About Village
Issues, Services, and Events

by percentage of respondents (multiple choices could be made)

Village Newsletter

Village website

Word of mouth (friends/neighbors)
Local newspaper

City e-mails/press releases
Facebook

MNext Door

Top Sources of Information Are:
Public meetings Village Newsletter, Village Website,
' Word of Mouth, and Local Newspaper

Twitter
Instagram
snapchat

YouTube

Source: ETC Institute (2016)

100%

29



Q16. Most Preferred Ways to Learn About Village Issues,/
Services, and Events

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

Village Newsletter

Village website

Local newspaper

City e-mails/press releases
Facebook
Word of mouth (friends/neighbors)
Public meetings

Other

Twitter

MNext Door

Instagram -
YouTube
Snapchat

67%

57 %

Most Preferred Sources of Information Are:

Village Newsletter, Village Website,

Local Newspaper, and City e-mails/press releases

0%

Source: ETC Institute (2016)

20%

40% 60% &60% 100%

M 1st Choice O2nd Choice @3rd Choice
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Q17-1. Overall Satisfaction with In-Person Experience
with Village Employees

by percentage of respondents who visited the Village during the past year and rated the
item as a1 to 5 on a S-point scale (excluding don't Knows)

They were polite & courteous 8% 5% D%
Responded to your request in a timely manner 28% 7% p%
They helped you resolve the issue 8% 7% B%
Felt the interaction was a positive experience o8% 10% |&6%
Call/inguiry was answered promptly & accurately 7% 12% B%
Inquiry was resolved by the first employee you
were directed to S ¥
0% 20% 40% 60% 80% 100%
W Very Satisfied (9) OSatisfied (4) ONeutral (3) @Dissatisfied (1/2)

For All Six Areas Related to In-Person Experience, Over 80% of Residents Were Satisfied,

and Less than 10% Were Dissatisfied



Q18-1. Overall Satisfaction with Phone or Online
Experience with Village Employees

by percentage of respondents who contacted the Village within the past year via telephone or
electronically and rated the item as a1 to 5 on a Spoint scale (excluding don't Knows)

They were polite & friendly 9% 8%
Responded to your request in a timely manner | 44% | 5%
They helped you resolve the issue 8% 8% Fﬁ
Felt the interaction was a positive experience 6% 12% p=
Your inquiry was addressed promptly & accurately | 35% | 10% |7T%
Yoz ey o
0% EDI% d[i% EE;% EE;% 100%

m\ery Satisfied (5) DSatisfied (4) CINeutral (3) mDissatisfied (1/2)

For All Six Areas Related to Phone or Online Experience, Over 80% of Residents Were
Satisfied, and 11% or Less Were Dissatisfied




Q20. Overall Satisfaction with the Downtown District

by percentage of respondents who rated the item as a 1 to 5 on a 5point scale (excluding don't Knows)

Adequacy of the Metra train station 54% | | 18% [+
Convenience of the Village parking garage | 48% | | 17% |&6%
Overall walkability 55% | I1 %  |T%h
General appearance of Downtown | 49% | 1I5% 12%
Availability & convenience of parking 48% 22% 9%
Hours businesses are open EIE‘H} | ETI"% 6%
Adequacy of green space -l-l'.-'% | EB‘;ah T%
Availability/adequacy of bicycle parking 3'.-"}1; | 35% | 9%
Variety of restaurants 5% | 23% 28%
Types of retaillentertainment available 33% | EEI% | 28%
0% Ed% d[]l% Ed% SDI% 100%
mVery Satisfied (9) OSatisfied (4) OONeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2016)
33
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Residents Have a Very Positive Perception of the Village
85% are satisfied with the overall quality of life in Mount
Prospect; only 3% are dissatisfied

85% are satisfied with the overall quality of services provided by
the Village; only 3% are dissatisfied

Overall Satisfaction with Village Services Is Much
Higher in Mount Prospect Than Other Communities

Overall satisfaction with Village services rated 39% above the
East Central Regional Average, and 29% above the U.S. Average
Village rated above the East Central Average in 44 of 51 areas
Village rated above the U.S. Average in 43 of 51 areas

Top community priorities for the next 2 years:
Crime prevention

A balanced Village budget
Flood prevention and storm water management

34



Questions?
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