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Purpose

To objectively assess resident satisfaction with
the delivery of County services

To measure trends from 2004 to 2015

To gather input from residents to help set
priorities

To compare Arlington County’s performance
with other communities
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~ Methodology

Survey Description
100+ areas were assessed on the survey
each survey took approximately 15-20 minutes to complete
Most of the questions were similar to those asked in 2012

Method of Administration
could be completed by mail, phone or online
administered in English and Spanish

A total of 1,512 residents completed the survey
Goal was 1,200 completed surveys
Confidence level: 95%; Margin of error: +/- 2.5%
Home address was geocoded to allow GIS
Mapping



Percentage of Arlington County Residents
Who Are White

by percentage of respondents

2010 Census Data 2015 Survey

Good Representation By Race/Ethnicity



Percent of Arlington County Residents
Who Are Hispanic/Latino

by percentage of respondents

2010 Census Data 2015 Survey

Hispanic/Latino Hispanici/Latino
15% 16%

Good Representation By Race/Ethnicity



Percent of Arlington County Residents
Who Are Black/African American

by percentage of respondents

2010 Census Data 2015 Survey

Black/African American

0 Black/African American

2%

Good Representation By Race/Ethnicity



Percent of Arlington County Residents
Who Are Asian/Pacific Islander

by percentage of respondents

2010 Census Data 2015 Survey

Asian/Pacific Islander

10% Asian/Pacific Islander

10%

Good Representation By Race/Ethnicity
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Residents Have a Very Positive Perception of the
County

Overall Satisfaction with County Services Is
Generally the Same Throughout the County

Arlington County is Moving in the Right Direction

Satisfaction with County services improved or stayed
the same in 62 of the 101 questions in 2012 and
2014.

Arlington County is Setting the Standard for the
Delivery of Local Governmental Services

Overall Satisfaction with County Services Rated 32
Percentage Points above the National Average

Investments in County Streets Will Have the Most
Impact on Overall Satisfaction with County 1
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Major. Einding #1.
Residents Have a Very Positive
Perception of ithe County
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Satisfaction With Items That Influence the
Perception Residents Have of the County

by percentage of respondents who rated the item as a 1 to 5 on a 3-point scale (excluding don't knows)

Owerall guality of life in Arlington County 42% 485% 6% }“l

Owerall image of Arlington County 43% 45% 8% |-

Quality of services provided by Arlington County 33% 2050 9% |~

Quality of public schools in the County 42% 42% 12% |ﬁ-

Physical accessibility of County facilities 27% 489% 21% =

i

Owerall inclusiveness of the community 20% A4% 28%

Value you receive for County taxes 44% 24%

County's overall efforts to embrace diversity 41% 31%

County's efforts in civic engagement 40% 34%

How well County is managing growth A0% 29%

Transparency in County's decision making process [10% 289% 36% 26%
0% 20% 40% 60% 80% 100%

||:|‘-Ier§.f Satisfied (5) mSatisfied (4) OMeutral (3) mDissatisfied (1/2) |

Only 2% of Residents Were Dissatisfied with the Overall Quality of County Services 13



. Agreement With Various Statements About

Local Government

i by percentage of respondents (excluding don't knows)
| trust information provided by Arlington County -~
| trust Arlington County employees 23%
31%

| trust the County Manager/other senior staff

| trust Arlington County’s elected officials

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

E

@Strongly Agree (5) DAgree (4)
CINeither Agree or Disagree (3) mDisagree/Strongly Disagree (2/1)

Source: ETC Institute DirectionFinder (2015)
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Quality of firefemergency med/ambulance services
Qluality of County's library system

(Quality of County parks/recreation programs

Cluality of police semvices

Quality of County emergency preparedness senices
Quality of County's water/wastewater senvices
Customer service you receive from County employees
Quality of County arts/cultural programs

Quality of County’'s stormwater runoff system

Efforts to help preserve/protect environment
Effectiveness of County communication with public
Qluality of County’s human semvices

Enforcement of County codes and ordinances
Effectiveness of County's Smart Growth practices
Management of trafiic flow on County streets
Maintenance of County streets

Overall Satisfaction With County Services
by Major Category

by percentage of respondents (excluding don't Knows)

50% 42% 8%
53% 37% 8% H
41% | 46% 110%
39% [ 465 T12% B
35% | 44% | 19% H
27% 50% 18% [5%
28% 4% 21% [
25% | 47% | 24% ||
22% | 7% 25% |6
21% 47% 25% |7
19% 46% 25% 10%
29% 0% 27% | 12%
17% | 41% | 30% | 12%
22% | 26% | 26% | 14
0% 7% 30% T oom
9% 33% 25% 24%
0% 20% 40% 60% 80% 100%

|IZI"u"er'_-,r Satisfied (5) E3Satisfied (4) CMeutral (3) EDissatisfied [1.-’2}|

Maintenance of County Streets and the Management of Traffic Flow Were the Only Areas

with Dissatisfaction Levels Above 20%
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Major. Einding #2
Overall Satistaction with

County Services Is Generally

the Same Throughout the
County.
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Won with the Overa Services

While There Were Some Differences for
Specific Services, Overall Satisfaction
With the Quality of County Services Is
the Same in Most Parts of the County

' LEGEND d ¥ - L
Mean rating " N o o\ y/ .
on a 5-point scale, where:

B 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied
2.6-3.4 Neutral
3.4-4.2 Satisfied

B 2.2-5.0 Very satisfied

Other (no responses) P
Q2013 CALIPER. CIMMYHERE
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Major Einding #3
Although Ratings in Some
Areas Have Decreased,
Arlington County. Continues to
Maintain High Levels of
Satisfaction in Most Areas

18



Satisfaction with Transportation in Arlington County:
2015, 2012 & 2004

by percentage of respondents who rated the item as a4 or 3 on a 3-point scale (excluding don't Knows)

78%
73b%

[70%;
74%
7386

[68%
74%

|

t Availability of bike trails and bike lanes

|

Ease of traveling within Arlington County

tﬂualit'_-,f of Arlington's public transit system (ART) lEEEEﬁ%
70%
T% !

|

t Pedestrian safety in your neighborhood

| 60%
70%
Availability of sidewalks - 67% :
— 69%:
Ease of travel from Arlingtt}n CDLJHT'_-{ to other area | GE% :
G4%
— 62%
t Pedestrian safety in other areas of the county | 50%2!3%
— 61%
4 Avaitaitty of transportation for persons with disabilties .
Changes of more than +/-3% were statistically significant 0% 20% 40% 60% 80% 100%
TRENDS 2015 (12012 m2004

Significant Increase: Significant Decrease:



Satisfaction With Code Enforcement:

2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 5 on a 5point scale (excluding don't Knows)

60%
57 %
54%

tEnfDrcing exterior maint. of business property

57%

tEnfDrcing exterior maint. of residential pmper‘t‘_-,f 5£1':J-;'7:-
539

47%
47 %

42%;

|

Enforcing construction site conditions

48%
46%
449

J

Enforcing noise regulations

0% 10% 20% 30% 40% 50% 60% 7O0%

Changes of more than +/-3% were statistically significant

TRENDS 2015 2012 @2004

Significant Increase: Significant Decrease:



Satisfaction with Library Services: 20195, 2012 & 2004

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding don't knows)

erson services
" in previous years

Customer semvice effectiveness of in-
Asked as “helpfuiness of fbrary sta
Depth and Range of library collections
t Programs for children
t Computer/technology services
t Hours libraries are open
Programs for adults
Depth and range of electronics materials
Mofifications about what is happening in library

Changes of more than +/-3% were statistically significant

TRENDS

&8%

90%

| 91%

not asked |n 204

':r'a%
0
| 79%

76%
%

1

not asked in; 2004
T-"-Tr"ﬂ"u
| 76%

70%:
9%

i

not asked in 2004

67% |
67% |

not asked in ZUul4

64%
61% .
not asked in' 2004 ! ' :

”

86%
64%

20% 40% &60% g80%
2015 O2012 @2004

=

100%

Significant Increase:

Significant Decrease:
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How Safe Residents Feel In Certain Situations:
2015, 2012 & 2004

by percentage of respondents who rated the item as a4 or 5 on a 3point scale (excluding don't knows)

7%
7%
Ok %

In your neighborhood during the day

92%
90%
86%

Cwerall feeling of safety in the County

B87%
In your neighborhood at night 86%
80%

tln commercial/retail areas at night

not asked in 2004

Changes of more than +/-3% were statistically significant I]'".-’u Eu% 4I]“.-’u Eu% Bu% 1 I]l]“.-’u

TRENDS 2015 12012 m2004

Significant Increase: Significant Decrease:



Satisfaction with Various Aspects of
Public Safety Services: 20195, 2012 & 2004

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale {e:-:clud_g don't knows)

91%
92%
| 68%

91%
91%
| 86%

g88%
69%
| 82%

g86%
66%
| 86%

82%
62%

L=

Cwerall guality of local fire protection

(uality of emergency medical/ambulance senvice

How gquickly public safety personnel responds

Cwerall guality of local police semvice

County's efforts to prevent crime

[68%
69% !
68% !
67%
| 60%
60%
| 60%

20% 40% &60% g80% 100%

Enforcement of local traffic laws

|

Enforcement of parking regulations

=

Changes of more than +/-3% were statistically significant 0

TRENDS m2015 12012 E2004

Significant Increase: Significant Decrease:



Satisfaction with the Customer Service Received From
County Employees: 2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 5 on a 3-point scale (excluding don't Knows)

80%
179%,

7%

How easy they were to contact

80%
81%
8%

Courtesy and professionalism

75%
7%

71%

Knowledge and technical competence

70% |
68% |
64%

Ability to help resolve your issue

Changes of more than +/-3% were statistically significant u 2“% 4“% Eu% Bu% 1 I]l]“.-’u

TRENDS m2015 12012 m2004
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Significant Increase: Significant Decrease:



Satisfaction with Various Aspects of
Utility Services: 2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)

91%
Residential trash collection semvices 01%
88%
89%
Curbside recycling senvices 0%
83%
79%
t Drinking water services ?55%
not asked in 2004 ' : :
‘ Y ardwaste removal semrvices 4%
76%
78%
Wastewater treatment semvices ?éﬁ%
Changes of more than +/-3% were statistically significant . . . ?5?{3
0% 20% 40% 60% 80% 100%

TRENDS m2015 12012 2004

Significant Increase: Significant Decrease:



e
Satisfaction with Various Aspects of

Parks, Recreation, Sports & Arts: 2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 3 on a 5-point scale (excluding don't Knows)

Walking and biking trails in the County N © [0 |

[ B

Maintenance of County parks —Eﬁﬁ%

[ 737

tDLI’[IjDDF athletic fields —Lgﬁg

L

tspmg orograms M 9%
Community and nature centers —_r%

not asked in 2004

Recreation programs — ;,_5%

not asked in 2003

‘Efﬁ:urts to preserve nature in the County _‘EII";’EH'.;

not asked in 2002

Special events sponsored by the county —gﬁﬁ

not ssked in 2004

: . MB%

Indoor swimming pools !

: : . —_ —_Ei:i'ﬁ :

' Wisual/performing arts programming/facilities !

C

Fees charged for programs IEJE!"?'E

not asked in 2004

‘Dﬁ-leash dog areas (community canine areas) —ﬁl| - U&q%

Changes of more than +/-3% were statistically significant 0% 20% 40% &0% 20% 100%

TRENDS m2015 12012 m2004

Significant Increase: Significant Decrease:



Satisfaction with Health and Human Services:
2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale

84%
Cleanliness/safety of food in restaurants ‘ 83%

[ 79%
67%
Availability of services to seniors 69%:
| 68% !
61%
Overall quality of school health programs 61%
not asked ilh 2004
N . . 56%
Availability of quality services for persons 7o
with disabilities | B8 %
- | 51%
Availability of services to people on 499!

alow or fixed income [d5%

—45% i
t;ﬂwrailal::rilitg,r of services to the unemployed 43% .

not asked i 2004

I
‘ Efforts to preservefincrease affordable housing 43%

not asked itj 2004 . : :
0% 20% 40% 60% 80% 100%

2015 O2012 @2004

Changes of more than +/-3% were statistically significant

TRENDS

Significant Increase: Significant Decrease:



Satisfaction with Various Aspects of
Public Works Services: 2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 5 on a S-point scale (excluding don't Knows)

Adequacy of street lighting in commercial areas

Cleanliness of County streets/other public areas

Maintenance of County buildings

Snow removal on major County streets

tf‘ﬂnwing.ﬁtrimming of County land in public areas

Adeqguacy of street lighting in your neighborhood II 57 %
. . EE———
Maintenance of public sidewalks . 8%

not asked in 2004

Snow removal on neighborhood streets .

‘Maintenance of major streets in Arlington County

- . . _ﬂl - i
‘ Maintenance of streets in your neighborhood EFE% !

Changes of more than +/-3% were statistically significant 0% 20% 40% &60% 80% 100%

TRENDS m2015 12012 E2004

Significant Increase: Significant Decrease:



Overall Satisfaction With County Services
by Major Category: 2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale (excluding don't knows)

Quality of firefemergency med/ambulance services ﬁ%&

Quality of County's library system | 'g?g,”%

Quality of County parks/recreation programs _fa

Quality of police services —ﬁ%
Quality of County emergency preparedness services —fﬁ

Quality of County's water/wastewater services I—;I&%

Customer service you receive from County employees —Tﬁ%ﬁ

‘ Quality of County arts/cultural programs L — : : ?%?e-aa
Quality of County's stormwater runoff system | I%%%:
Efforts to help preserve/protect environment . : : '}5‘31{4&
‘ Effectiveness of County communication with public | : 55‘%“‘ 5
t Quality of County's human services |T————————————— )

| ntaal:adlniﬁi
Enforcement of CDUHT}‘ codes and ordinances ﬁﬁ

‘ Effectiveness of County's Smart Growth practices | S—

Management of traffic flow on streets in County | _ 4' ;é}"
‘Maintenance of County streets |— ' ,‘1522%
0% 20% 40% 60% 80% 100%

TRENDS m2015 012012 m2004

Changes of more than +/-3% were statistically significant

Significant Increase: Significant Decrease:
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Satisfaction With Itéms That Influence the Peréeptiﬂn
Residents Have of the County: 2015, 2012 & 2004

by percentage of respondents who rated the item as a 4 or 5 on a 3point scale (excluding don't Knows)

Owverall guality of life in Arlington County

Owerall image of Arlington County

Quality of services provided by Arlington County
Quality of public schools in the County
Physical accessibility of County facilities

‘ Cwerall inclusiveness of the community
WValue you receive for County taxes
‘Cnunt‘jﬁ's overall efforts to embrace diversity
‘ How well County is managing growth

‘TFEHSEEFEHE‘_-,I in County's decision making

0%

TRENDS

Changes of more than +/-3% were statistically

]
[ S5
_ﬂsﬁ
01%;
[ B5%
— 205,
208G
| 56%
ot asked in 2004
riot asked in 2004 '
of askedin 2004
2% i
| =71 : !
"h% i 5
not asked in 2004 . : :
20% 40% 60% 80% 100%

significant

2015 O2012 @2004

Significant Increase:

Significant Decrease:



Major. Einding #4
Arlington County Is Setting the
Standard for the Delivery of
Local Governmental Services

31



Satisfaction with Issues that Influence Perceptions
of the County - Arlington County 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)

t Cwerall guality of life in the County

t Cwerall image of the County

tDueraII quality of senices provided by the County ci7o,

Quality of public schools
t yarp 70% :

62%

t‘u’alue received for County taxes ,
43% :

56%

How well the County is managing growth
t v N9 9 44%

0 20% 40% 60% 80%
mArlington County CJU.S.

Significantly Higher: Significantly Lower:




Overall Satisfaction with Major Categories of
County Services - Arlington County 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)

o
Fire & emergency medical/ambulance services ggnf"i

HI]%

ti}ualit‘_.,r of the County’s library system

E?%

tF‘arHsfrecreatinn programs

85%

Police services

79%

' Emergency preparedness semnvices

77%
%Yo

?zﬂf;

Water and wastewater senvices

‘ . . .

' Customer semvice

69% | :
55%

tEtnrmwater runoff system

|

t Effectiyeness of communication w/ the public

53%

Enforcement of codes & ordinances

|

47%
52%

|

l Management of traffic flow

42%
44%

] 20% 40% 80%

|-Arlingmn County CIU.S. |
Significantly Higher: Significantly Lower:

|

Maintenance of County streets




How Safe Residents Feel in Their Community
Arlington County 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)

tln your neighborhood during the day

t Cwerall feeling of safety

tln wour neighborhood at night

40% 60%

B Arlington County OOU.S5.

Significantly Higher: Significantly Lower:




Overall Satisfaction with Public Works Services
Arlington County 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)

I o
Cleanliness of County streets & public areas _ ?E o
64% :
0

64%

o
tl"ﬂnwingﬂrimming of streets & public areas ~m ?2’?{]

I o
tl"ﬂaintenance of public sidewalks qﬂfﬁ /o

. . 48%
‘ Maintenance of major County streets _— !

57%

47%
‘Maintenance of neighborhood streets _ ¢

54%

o
tSnnw removal on neighborhood streets q;‘;‘ "'i’

0% 20% 40% 60%

mArlington County OOU.5.

Significantly Higher: Significantly Lower:




Overall Satisfaction with Public Safety
Arlington County 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)

919,
39%
919
A59%
88%

Local fire protection

tﬂuali’q,r of emergency medical/ambulance senvice

t How quickly public safety personnel respond 75%

86%
72%

82%
69%
4%

o
Enforcement of parking regulations _ EEU /o

60% :

t Enforcement of local traffic laws

0%

0% 20% 40% 60% 80%

B Arlington County OOU.S.

Significantly Higher: Significantly Lower:



Overall Satisfaction with Parks, Recreation, Sports & Arts
Arlington County 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)

t Walking/biking trails

t Maintenance of County parks

t Outdoor athletic fields

t County swimming pools

20% 40% 60%
|-Arlingmn County OU.5. |
Significantly Higher: Significantly Lower:




Overall Satisfaction with Customer Service
Arlington County 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)

How easy they were to contact

t;-’-'m-ili’q,r to resolve your issue

s

40% 60%

mArlington County CIU.5.

Significantly Higher: Significantly Lower:




Major Finding #5
Investments in County
Streets Will' Have the Most
Impact on ©verall
Satisfaction with County
Services Over the Next Two
Years.
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Major Categories of County Services That Are Most
Important for the County to Improve
Over the Next Two Years

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

Maintenance of County streets

Management of traffic flow on County streets
Effectiveness of County's Smarnt Growth practices
Guality of County's human semvices

Efforts to help preserve/protect environment

Quality of County parks/recreation programs
Effectiveness of County communication with public
(uality of police senvices

Quality of County’'s water/wastewater semvices
(uality of County emergency preparedness senices
Enforcement of County codes and ordinances
Customer service you receive from County employees

Quality of County arts/cultural programs 0%

Quality of fire/femergency med/ambulance services 0%

Quality of County’s library system B:%

Quality of County's stormwater runoff system 8%

10% 20% 30% 40% 50%
BSum of all four choices

Source. ETC Institute DirectionFinder (2013)




Importance-Satisfaction Rating
Arlington County, Virginia
Overall

Most Most Importance-
Important Important Satisfaction Satisfaction Satisfaction I-3 Rating
Category of Service % Rank % Rank Rating Rank

Very High Priority (1S >.20)

Maintenance of County streets 55% 42% 16 0.3207
Management of traffic flow on County streets 42% 47% 15 0.2229

High Priority (15 .10-.20)
Effectiveness of County's Smart Growth practices 33% 58% 14 0.1380
Quality of County's human services 32% 61% 12 0.1262

Medium Priority (15 <.10]

Efforts to help preserve/protect environment 30% 68% 10 0.0966
Effectiveness of County communication with public 19% 65% 11 0.0665
Enforcement of County codes and ordinances 11% 58% 0.0477
Customer service you receive from County employees 11% 2% 0.0297
Quality of County's water/wastewater services 12% 7% 0.0282
Quality of County parks/recreation programs 21% 87% 0.0278
Quality of County arts/cultural programs 9% 72% 0.0255
Quality of County emergency preparedness services 12% 79% 0.0245
Quality of County's stormwater runoff system 8% 69% 0.0231
Quality of police services 15% 85% 0.0225
Quality of County's library system 8% 90% 0.0077
Quality of firelfemergency med/ambulance services 9% 92% 0.0072

SN PA OO W® N,

Highest Priorities:



2015 Arlington County DirectionFinder
Importance-Satisfaction Assessment Matrix
-Overall-

(points on the graph show deviations from the mean im portance and satisfaclion ratings given by respondents to the survey)

mean importance
Exceeded Expectations Continued EmE:hasis
lower importance’higher satisfaction Righer Importance Nigner 5aiE1a coon

Firefemergency medical/ambulance services »
Cuality of library services »

of County parks & recreation programs

'

#Effgrts to help preserve/protect environment

Police servi

Well-balanced

Emergency preparedness serd

W aterinastevater se

Customer service from County e
Cuality of arts/cultural proga
I.-“.Iualitg.r of stormmaater runoff system®

Effectiveness of County communicatiqn with the public ®

# Gu ality of County’s human services

» Effectiveness of the County's
Smart Growth practices

Management of traffic
* flow on Cou nty streets
Mainten ance of County streets «
Less Important Opportunities for Im%rmrement
low er importance/lower satisfaction IGNEr IMPCTIamce IWEer S305Taclion
= Higher Importance
Lower Importance |I'I"Ipﬂl'tﬂl"lﬂE Ratlng q po

mean satlsfaction

Enforcement of County codes and crdinance

Satisfaction Rating

Source: ETC Institute (2015) 42







Primary Sources Currently Used to Get Information
About County Issues, Services, and Events

by percentage of respondents

The County newsletter, The Citizen
The Washington Post
County website
ARLMNow
Sun Gazette
Local TV/cable news/radio
Civic association newsletiers/listservs
Parks and Recreation publications
Arlington Insider (County's e-newsletter) 8%
Arlington's cable TV channel (ATV) 8%
County Facebook/Twitter feeds 7%
Other local media’blogs 6%

County press releases/Newsroom 4%
Latino media 2%

Spanish language website @ 1%
0%

The County Newsletter Is the #1 Source of County Information for
Residents




summary of Major =
~Findings

Residents Have a Very Positive Perception of the
County

Overall Satisfaction with County Services Is
Generally the Same Throughout the County

Arlington County is Moving in the Right Direction

Satisfaction with County services improved or stayed
the same in 62 of the 101 questions in 2012 and
2014.

Arlington County is Setting the Standard for the
Delivery of Local Governmental Services

Overall Satisfaction with County Services Rated 32
Percentage Points above the National Average

Investments in County Streets Will Have the Most
Impact on Overall Satisfaction with County 45
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Questions?

THANK YOU



