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Q: | know that my local govern-
ment will require a lot of time, extra
customizing and may need to add
more questions that the materials
say is part of the service. | am
trying to determine if The National
Citizen Survey™ will be right for my
community. How customizable is
“semi-customizable”?

A: The National Citizen Survey™
(The NCS™) has been tested and
works for a majority of jurisdictions,
especially as a cost-effective
way to reach citizens. As a semi-
customizable survey instrument,
The NCS™ includes many items
that are part of living in a community
such as quality of life, perceptions
of safety, service delivery and
demographic questions. In our
case, “semi-customizable” means
that jurisdictions are encouraged to
remove items from the survey that
do not apply, such as a community
in Florida removing “snow removal”
from the list of services. We also
encourage jurisdictions to ask 3
policy-related questions, specific to
their local community that range from
the importance of funding certain
services over others or support for

new building projects.

The NCS™ has room to accom-
modate most jurisdictions interested
in taking the pulse of their citizens
on most broad aspects of living
and working in their communities,
however we realize that The NCS™ is
not for everyone. If your jurisdiction
is clear that it needs to ask a number
of questions in addition to the space
available for policy questions on
the survey, if you know that you
will require The NCS™ staff to join
multiple conference calls and/or
meetings or if you think you may
require more project management
than usual from The NCS™ staff
— ask us! We would be happy to let
you know if your needs fall into what
The NCS™ can do.

Public Trust

Continued from Page 1

Howdoweknowthis? Inourdatabase
of responses to The NCS more than
50,000 residents in 88 jurisdictions
have evaluated overall quality of
community life and quality of service
delivery from local governments on
the same survey where they report
their trust of public officials and
government. We have the unique
ability to determine if quality of life
and quality of service delivery ratings
relate to ratings of public trust.
They do. Highly positive ratings of
overall quality of life and quality of
local government service delivery

are closely related to high ratings of
public trust. The opposite is true,
too. If quality of life ratings or service
delivery ratings are not thought
well of, public trust is damaged.
For example, say a local government
whose services are well received
garners an average rating of 70 on a
scalewhere 0=poor; 33=fair; 67=good
and 100=excellent. The predicted
average rating for public trust in that
community is 65 (or “good”) on the
100 point scale. Conversely, a local
government whose services are
not well received, say, garnering an
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average rating of only 50 is predicted
to achieve average ratings for public
trust of only 53 on the 100 point scale
(above “fair,” but below “good”).

Overall Quality of
Services

It is important to realize that neither
resident mood nor recent community
crises primarily drive how strongly
residents trust their local government.
Public trust grows from consistent,
noticeable success in service delivery
among other attributes such as
communication and transparency.
This information is important because
whether or not you are trusted will likely
affect residents’ decisions to support
new policies or tax increases that you
may recommend. It is simultaneously
exhilarating and daunting to realize
that what you do to deliver quality
services and to make your community
livable could make or break the deal on
policies that staff and council are eager
to establish.

So don’t worry so much about your
public speaking skills, who you
annoyed at the water cooler, the
psychological effects of the wall
color in council chambers or the cut
of your profile in the morning mirror.
It’s all about what you and your team
produce for the residents you serve.
It sounds kind of old fashioned, but
if you can do that job well, you won’t
have to consult a fortune teller. Good
news naturally will follow.

Calendar of New Classes

October-December 2005, January-March 2006

We have “Classes” or groups of participants beginning at the start of each month. In order to be considered
for a certain Class, we need to receive your enroliment form and check approximately two weeks prior to the
start date. We will consider “late arrivals” contingent on space available in each Class. Feel free to try, we are
happy to work with your schedule as much as possible!

October 2005

Start: October 3

Data collection: Nov 14-Dec 19
Draft reports: January 9, 2006
Completion of The NCS: Jan. 30, 2006

November 2005

Start: October 31

Data collection: Jan 3-Feb 9 **
Draft eports: Feb. 27

Completion of The NCS: March 30

December 2005

Start: November 28

Data collection: Jan 17-Feb 27
Draft reports: March 20
Completion of The NCS: April 3

January 2006

Start: January 3

Data collection: Feb 14-Mar 21
Draft reports: April 11
Completion of The NCS: May 2

** Please note that due to the winter holidays, will delay data collection until January 2006.

February 2006

Start: January 3

Data collection: March 13-April 17
Draft reports: May 8

Completion of The NCS: May 29

March 2006

Start: February 27

Data collection: April 10-May 15
Draft reports: June 5

Completion of The NCS: June 26




