


Chandler, Arizona, Surveys Residents during the Heart of
the Economic Decline and Gets Surprising News

Chandler residents regularly give the city high marks for services and programs.

by Mark Pentz, City Manaqer

Given the recession that began in 2008. the
city of Chandler was somewhat hesitilnt 10
initi'lte the 2009 survey; we feared that cili­
zen altitudes toward city services might be
skewed by negative feelings resulting fr0111

the r€'{:ession, particularly since Arizona has

been among the hardest·hit SIMes. Never­
theless, we pushed forw,ud, and the survey
instrument W,15 mailed 10 citizens in Jallu­

;lTY 2009.

Although the Slille of the economy did
significantly lower the results on questions
pertaining to emj>loyment oPPOrTunities.
economic development services, ,lnd the
rale of job growth, it does not appe,lr th,ll
economic conditions predispose<! citizens
1O have a more negative perception of the
quality of city services overall, and in fact, a
comparison of the 2009 survey results with
those from the 2007 survey revealed that
citizens' perceptions of C11<1ndler services
ac'u,llly improved on seventy of the eight­
seven service-related questions. Moreover,
in two ,lreas in which city services rated
low in 2007-quality of drinking water
and feelings of s,lfety in downtown Ch,ln­
dler after dark-and on which Chandler
subsequently focused p,lrticular allelltion,
citizen responses of "excellent" ,lnd "good"
increased by 8 and 17 percentage points,
respectively. And the council W,lS also

pleased lO find that citizen perceptions of
city employees not only is still high but has
also in fact improved slightly over the pasl
two years.

Because the city has also weathered a
period of budget cuts and declines in rev­
enue, the survey also illcluded several policy
questions intended to gauge citizen support
for a possible s,lles tax increase. The council

is encouraged that over 60 percent of those
responding indicated either "somewhat" or
"strong" support for ,1 h,llf-cent s,lles tax

increase lO support park development, rec-

re,llional facilities, yOlllh services, bus rapid
transit, or light-rail service. Such data will
be useful as the governing body ponders
the alternatives of further budge, ClllS in
FY201O-1\ or increases in the city sales tax
rate to maintain services and fund capital
improvements.

The survey results h,we helped build the
city council"s confidence th,lt even during
these difficult times, the public is still very
satisfied with the quality of city's services
and that its trust in the governing body
remains quite high.•

Novi, Michigan Uses Resident Surveys
to Build Foundation on Unstable Soil
By Clay Pearson, City ManaQer

The three-time experience with The
National Citizen Survey (The NCS) helped
guide where to put more resources for the
City of Novi, Michig,lll. The first city-wide
survey was completed in 2006; repeating the
work provided comparison to our internal
benchmark. The city additionally partici­
pated in a special survey of older adults in
2007. When results from the second NCS
cOlllmunity-wide sampling callle back in
December 2008, both city council and staff
used the data to make illlpactful and reSj)on­
sible decisions.

Staff geared the timing of the 2008

results report so th,lt it arrived just before
the city council's annual goal setting and
early budget input session. The NCS Key
Drivers of code enforcement and police
services stood out for us. The presentation
from Tom Miller to our city council made it
clear that we were strong in these areas, but
it was important not to let up. During the
budgel ,11](1 goal process, we focllsed on the
Key Driver are,lS by developing bener com­
munication strategies and adding staff and
budget resources. The leadership team in
Novi looks forward to a perception survey in
2010 to measure progress and make further
adjust melHS.•

(Paradoxic,ll Plenty coiliiTlued (rom page J)

in tough economic times, gratitude for what
the community offers is on the rise!

Since these jurisdictions regularly moni­
lOr resident opinion, this upward trend in

ratings for service delivery and quality of
community life could be the result of local
government leaders paying serious attention
to testing and improving these important
indicators of resident satisfaction. Or, as our
new findings suggest, it also could be that
service r,1tings are holding or improving
because when the sky is falling, people are
especially grateful for even a modest house
that offers protection.•
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Thomas I. Miller, Ph.D. is the president of
the National Research Center. He received a
Ph.D. in research and evaluation methods
from the University of Colorado. He has
worked in state ,1nd local government since
1977. He co-authored, Citizen Surveys for

Local Government: A Comprehensive Guide
to Making Them Matter, published in 2009
by ICMA. Tom founded National Research
Center, Inc. in 1994.

Damema Mann, B.A., is The National Citi­
zen Survey'" Director. Damenl,1 earned her
bachelor'S degree in Politic,11 Science from
lhe University of Vermont. Her experience
and skills include data analysis. market­

ing, management and customer service.
Damema manages ,111 of The NCS projects;

including working closely with interested
jurisdictions and those who participate.

Noelle Vaillancourt, B.A. is The National
Citizen Survey Project Coordinator. She has
a Bachelor of Arts in English from Regis
University. Noelle joined NRC three years
ago. She facilitates all aspects of lhe survey
process, including: questionnaire customi­
zation, data collection, repon writing, and
presel11ations.

Erin Caldwell, MSPH is a senior research
associate at NRC. Erin has earned a milSter's
degree in public health with an emphasis
in research methods and statistics. Erin
has over 10 years experience as ,1 senior
researcher and research manager working in
and for local government ilnd has designed
and conducted scores of citizen surveys,
needs assessments, policy sl\ldies ,111d pro­
gram evaluations.

Shannon Hayden, M.A., senior analyst,
earned her undergr,1duate degree in Soci­
ology from The Colorado College and a
master's degree in Educational Psychol-
ogy (emphasis on research and evaluation
methodology) from the University of Colo­
rado at Denver and Health Sciences Center.
Shannon is a cO-iluthor of Citizen Surveys
for Local Govemmelll: A Comprehensive
Guide 10 Making Them Maller. She has been
involved in dozens of citizen surveys at
NRC.

The NCS

Info Corner
The NCS offers classes beginning at
the start of each month. For prospec­
tive participants to be considered for a
certain class, The N(S needs to receive
an enrollment form and payment check
approximately two weeks prior to the
start date. It will consider late arriv'
.lIs contingent on space available in
each class. It is happy to work with an
individual's schedule as much as pos­
sible. Below is a calendar of new classes
scheduled for September through
December 2009.

Sep Aug 31 Oct 19- Dec 7, Oec 28,
Nov 16, 2009 2009
2009

Oct Oct 5 Nov 23- Jan 11, Feb 1,
Dec 21, 2010 2010
2009

Nov' Nov 2 Jan 11- Feb 22, Mar 15,
Feb 2, 2010 2010
2010
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·Becau~eof the winter holi(jay~, November's sur­
veys are maite(j in early January rather than in mid
December.

The National Citizen Survey'" is a cost­
effective system for conducting compre­

hensive surveys of local residents and
is an important benchmarking tool that
allows comparison among communities.
The process begins with a survey that
you can customizable to include core
Questions important to your community.
It comes to you from NRC and ICMA.

National Research Center, Inc., is
one of the leading survey research and
performance measurement teams in the
United States, focusing on the informa­

tion needs of the public sector.

The principals of NRC have authored
several articles about citizen survey
research methods as well as Citizen Sur­
veys for Local Government: A Compre­

hensive Guide to Making Them Matter, a
book on the methods of citizen surveying
published by leMA in 2009.

ICMA advances professional local
government worldwide. Its mission is to
create excellent in local governance by
developing and advancing professional
management of local government. I(MA
(the International City/County Manage­
ment Association) provides member sup·
port; publications, data, and information;
peer and results-oriented assistance; and
training and professional development
to nearly 9,000 city, town, and county
experts and other individuals and organi­
zations throughout the world.

Dec Nov 30 Jan 19- Mar 8,
Feb 15, 2010
2010

Mar 29,
2010



To order, send this completed form with payment to:
The National Citizen Survey'" • National Research Center' Alln: Damema Mann

3005 30th SI. • Boulder, CO 80301

Product Price Description

Buk: $9.900 Th,S 's 1M I)aS,C turnkey P'OCtSS tnal ,0.t'S all baStS of 1M ma,ltd su,.tv adm,n,s·
I,atoon; crtallhQ the su,.tv and su,.tv documtnts. randomiv Stle.:MQ a Sam pit 0'
addftSS Irst 01 1,200 UniQut adprtsses. pnnt,nQ. ma'lrnQ, condU(llnQ data enlfV and
anatvs,s, and crtallnQ bOln a rtPOfI 01 rtSults and a ftPOfl 01 nOfmat'.e compan,on,
{With U.S. jU"Sd'ChonlJ.

Demoq'''l>hk: crosstot>s report "00 Crosstab, ot 'ur""v Questions HS bV lour oem"'lrapni< .a"abte, are pro.iMd uMer
separate co.er Irom lIol,ic feport.

Goo~fopl>lc «ossloll, fOportS $\,100 CrO$stans ot sUf""V QutSlions 1-\S bV QeoQfaphk .afi.b~ art pro.'ded under sepa'
fatt CO.tf lrom reporl

Custom bencnmorh $1.100 ThrooQn worksneet oplions, lu"S<lI(lion selects c"le"a 10' a sel 01 <u<lom bencn·
comporlsons mark,. u'uallv bV population ,i'e OR by QtoQraphrc reQ,on. Cu$lom \lenChma,kS

are pro.,ded alonQside nalronal bencnmark, in report lables. GraphS ,netuoe eltne,
cu$lom or national benChmarkS but not bOth.

Comporlson with prior NCS $0 Reporl 01 results pro.i"" <omQdfi'on< w,th poor NCS 'esults,
resylts

Comporlson with prior {non' $1.7SO TableS inetude (omparlsons w,tn UP to thret pre.lOus VtafS· 't'.'Ct e.a1ual'...., fat,n~S

NCSI fes..lts in IU"Sd,ct,on.

hponded moltln~ $7,000 SUfVey i' ma,ted 10 3,000 'e"dent, ,n,tead ot1.l00.

Sponlsh lon~uo~e $1,4S0 Covtr letttfS in<luPe. para~..ph in SpaniSh .,~"'~ Ihose who wi,h 10 comp..te the
,uf.ey in $pan"n 10 ''''''la't tl\e IUfi'dlctlOn and ,eQu.,t a Span"h'lanQuaQe CQPV of
,uf.ey, JUfl,di,llon will fece'.e en.elope, (bOtn oul bound and relUfn) and ,ur.ev, to
mail oot to tnose ind,.,dual,.

Ono "P",,-ended quostlon $1.S00 Ont open·ended QuestIOn is added to sur.ev· Response, a't cateQorl,ed aM
,eported in a table uMe' ,epa,ate co.er. ac,ompanied by a complelt II,t ot .efbat,m
,.,ponses.

Phone dote coiled Ion Iinsteed $6,000 Phone ,uf.ey Pfoduc., 400 completed inlef.iews.
01 moUI

On'sllo pfO.""Utlon S2.800 NR( $Iaft pe,son p,epartS f'(Iwerf'(linl and on·S,lt p'tStntahon Of mattrlal"

LI .L I 1. l..l....L..l..

First Name

OrQanization

City (abbreviate ifn~'l') Stale Zip
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L
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Lasl Name

Phone Fax

~~-'--L-L-L-L ---.L..L....L ..L-L ..L.L...-L --L...LL _

MaillnQ Address

PRICING

ENROLLMENT FORMThe NCS Basic Service Includes

Copy of Citizen Surveys: How to Do
Them, How to Use Them, and What
They Mean, by Miller, Kobayashi, and
Hayden, published in 2009 by ICMA,
washington, D.C.

Customized survey form and mailing
envelopes with jurisdiction name,
logo, and local contact

Choice of services to be surveyed

Addition of three custom Questions

Three mailings to 1,200 randomly
selected households: a presurvey
postcard and two mailings of the
survey instrument

Margin of error (95 percent
confidence interval) of about +/-5
percentage points around any given
percent

Oata input and cleaning

Statistical analysis of survey results

Written reports illustrated with
tables and graphs summarizing the
survey results

Key driver analysis

Comparative benchmarks for
service evaluations

Certificate of survey authenticity

Technical assistance by phone and
e-mail

Entry to win top honors for Voice of
the People Awards for Excellence
and Transformation

Access to Best Practices of the
winners of the Voice of the People
Awards

Add-on options for further reports
and customization, inclUding
subgroup comparisons, in-person
presentation, larger survey sample,
and translation into different
languages_

I€Mh
Leaders at the Core of Better Communities

-[Ej NATIONAL\.....1 RESEARCH
CENTERINC.
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