HOW WE SURVEY.....

e Citizen Service areas:

Citizens are the judge. NRI performs survey.

 Internal Service areas:

Employees are the judge ... just completed.
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WHY do we survey?

‘*Deming Cycle” of Continuous
Improvement

- PLAN (Commission Direction {;'} 7 @ .\

> Strategic Plan) - \)
- DO (Implementation) \( |

- CHECK (Survey for results,
scan for best practices,
financial results)

- ACT (Adapt, modify;
Improve)



Continuous Improvement in Action

ISSUE:

Department:
Engineering/Traffic

“Ease of car travel”:
(2004: 58%, 2008: 52%)

“Traffic signal timing”:
(2004: 71%, 2008: 51%)
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 ACTION PLAN to IMPROVE

— Intersection improvements
(‘08, ‘09, ‘'10)
— Signal Retiming ('09)

— Impact Analysis (‘07)
— Access Mgt. Policy (‘08)
— Strategic Plan (‘08-’10)

2011 Survey Results UP:
NI & EASE OF GARTIRAVEL:
UP 36.5% (to 71%)
SIGNAL TIMING:
UP 23.5% (to 63%)
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National Research Center (ICMA)
Surveyed in March, 2011
Geographically representative
Demographically representative
Randomly selected

20% response rate; similar to 2008
Accurate within +/- 6.0 percent
Results vs. previous years

Compared to:

V almost 500 American cities

\V 28 Texas cities



MCALLEN CITIZENS LIKED :
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KEY DRIVERS

e National KEY DRIVERS:

— Police, Land Use/Planning, Economic
Development, Public Information Services,
Schools (n/a in McAllen)

e McAllen’s KEY DRIVERS:
— Code enforcement

— Sewer services
— Health services {...questions here)



Comparison to Previous Surveys
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Benchimarks: National'& Texas
comparisons

 National: McAllen ranked better than most cities
in the'country in almost all areas.

e Texas: McAllen often ranked #1 vs. other cities in
Texas.

— Caution: Texas comparison cities are limited in number, but still important
due to comparability.



Texas benchmarks used...

JURISDICTIONS INCLUDED IN TEXAS BENCHMARK COMPARISONS

Arlington, TX
Austin, TX
Benbrook, TX
Bryan, TX

Corpus Christi, TX
Dallas, TX
Denton, TX
Duncanville, TX
El Paso, TX
Flower Mound, TX
Fort Worth, TX
Georgetown, TX
Grand Prairie, TX
Houston, TX
Hurst, TX...

Hutto, TX

leving, TX ..
League City, TX ...
Pasadena, TX
Plano, TX

Round Rock, TX
Rowlett, TX

San Marcos, TX
Shenandoah, TX
Southlake, TX
Sugar Land, TX
l[emple, TX
Tomball, TX

132 969
656 562
20,208
65 660
277.454
188,580
80537
36 081
563 662
50 702
534 694
28 339
127,427
953630
36273

1 250
191,615
45 444
141 674
222030
61,136
44,503
34 733

1,503
21,519
63 328
54514

9 089



Overall Community Quality Benchmarks

National comparison

Texas comparison

Overall quality of
life in McAllen

Your neighborhood
as place to live

McAllen as a place
to live

Recommend living
in McAllen to
someone who asks

Remain in McAllen
for the next five
years

Much above

Similar

Much above

Much above

Much above

Much above

Similar

Much above

Similar

Much above




Community Transportation Benchmarks

National
comparison

Texas comparison

Ease of car travel in
McAllen

Ease of bus travel
in McAllen

Ease of bicycle
travel in McAllen

Ease of walking in
McAllen

Availability of paths
and walking trails

Traffic flow on
major streets

Much above

Much above

Similar

Similar

Above

Similar

Much above

Much above

Much above

Much above

Much above

Much above




Transportation and Parking Services Benchmarks

National comparison Texas comparison
Street repair Much above Much above
Street cleaning Above Much above
Street lighting Much above Much above
Sidewalk
maintenance Much above Much above
Traffic signal
timing Much above Much above
Bus or transit
services Much above Much above

Amount of public
parking Above Similar



Built Environment Benchmarks

National Texas
comparison comparison
Quality of new
development in
McAllen Much above Much above

Overall
appearance of
McAllen Much above Much above




Community and Personal Public Safety Benchmarks

National comparison

Texas comparison

In your neighborhood
during the day

In your neighborhood
after dark

In McAllen's downtown
area during the day
| n Mc A ddweatowns
area after dark

Violent crime (e.g.,
rape, assault, robbery)

Property crimes (e.g.,
burglary, theft)

Environmental hazards,
Including toxic waste

Similar

Similar

Below

Much below

Below

Below

Similar

Above

Much above

Similar

Similar

Similar

Similar

Not available




Public Safety Services Benchmarks

National comparison Texas comparison

Police services Similar Similar

Fire services Similar Similar

Crime prevention Above Above
Fire prevention and

education Similar Above

Traffic enforcement Similar Similar

Courts Much above Much above
Emergency

preparedness Much above Above




Utility Services Benchmarks

National
comparison

Texas comparison

Sewer services
Drinking water
Storm drainage
Yard waste pick-up
Recycling

Garbage collection

Above

Similar

Similar

Much below

Similar

Similar

Above

Above

Similar

Much below

Above

Similar




Parks and Recreation Services Benchmarks

National comparison Texas comparison

City parks Above Much above
Recreation
programs or classes Similar Above

Recreation centers
or facilities Above Similar




ICMA REPORTS:
NATIONAL COMPARISONS

Figure 13-10. Outcome Measure: Citizen Ratings of the Quality of Parks and
Recreation Programs (page 3 of 3)

*Bozeman MT I AN
Arlington TX ] N
Mec Allen TX | ks
Peoria AZ I N
*Meridian MI | H
Portland OR I A
Sioux Falls SD ‘ ‘ ‘ | I N

Texas members: Arlington, Austin, Dallas, Duncanville, Farmers Branch, League City,
McAllen, Plano, San Antonio, University Park, (new, 2010)Weslaco



PERSPECTIVE....

Are benchmarks negative here? YES.
Is this a “typical” downtown? NO.
Are we “performing”? YES.
(Continual Improvement...)
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Benchmarks:
Work to do....

— Personal safety perception

— Animal Control

— Yard waste pick-up

— Citizen engagement & Voting (#220 of 220 cities)
— Downtown safety



i Demographic comparisons:




DEMOGRAPHIC SUBGROUPS

Statistically significant: “95% chance difference is ‘real’.”

* What? An option to “drill down” by...

— Number of years in McAllen
— Children in household

—Annual income (< $25k, $25-50k, >$50k)
—Voted in last election



Example: Voters “lower” on: Natural
Environment, Downtown Safety (day), Street
Cleaning, Lighting & sidewalks, Land Use
LI FyYAY3ISE { SYA2zZN
And they Recycle (95%)!

Question 2: Community Characteristics (Percent "excellent" or "good")
Number of years in Children under 17 in
Please rate each of the McAllen household Annual household income Voted in last election
tollowing Less More
characteristics as they | thap than $25,000
relate to McAllen as a 20 20 Less than to $50,000
whole: /ears /ears Overall No Yes Overall $24,999 $49,999 or more | Overall | No/ineligible | Yes | Overall
Y Y
Availability of
affordable quality
health care 53% 52% 53% 54% 48% 51% 45% 55% 53% 51% 41 % 59% 50%
Avallability of
aftordable quality food 66% 78% 72% 70% | 73% 71% 69% 61% 80% 71% 68% 7 4% 71%
Availability of
preventive health
services 55% 68% 62% 57% | 68% 62% 57% 65 % 65% 62% 64% 63% 63%
Air quality 63% | 74% 69% 62% | 82% 1% 71% 58% 79% 71% 76% | 66% | 71%
ﬁ,__a/_ :
Quality of overall p N
natural environment in

McAllen 62% 73% 68% 66% 74% 69% 7 1% 68% 70% 70% 78 63% 69%

Overall image o1 -
reputation of McAllen /2% 81% /6% 77% 79% /8% 80% 85% 70% 7 7% 82% 72% 7 7%




Other Demographic Variations
DSYSNIfY wSLI2ZNI KA

— McAllen scores best w/ middle income families
(with children)

— Higher incomes - less positive w/ “cultural”,
recreation, paths and trails, downtown, drainage,
water & sewer, fire, schools — More engaged

— Long-time residents happier than newer
residents.

— Lower income: less positive w/ “Safety”,
neighborhood; less engaged & optimistic about
economy. Higher regard for City employees.
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MCALLEN CUSTOM QUESTION #1

Which of the following resources, if
any, do you prefer to get news about
the City of McAllen? Please check all

that apply: Percent of respondents
Local television news 77%
The Monitor 59%
City of McAllen Web site 48%
Communications in water bill 41%
MCN (Cable channel 12) 25%
Email news releases/notifications 23%
Word of mouth 22%

Communications through Twitter or

Facebook 17%
Other local newspapers 16%
Public meetings 13%

None of these 4%




.

If the City's revenues remal
Police and/or Fire unions ask far
which one of the following acti
prefer the City take? (Please select
option)

Percent of respondents

Approve the pay increase by cutting back on
other services

Deny the pay increase

Approve the pay increase by raising property
taxes



McAllen Custom Questions #3 & 4

The City of McAllen is considering options for
recreation facilities in the city. Tentative plans
for a sports complex include tennis courts,
soccer fields, baseball fields and amenities
costing approximately $35 million to construct
and approximately $600,000 per year to
maintain. To what extent do you support or

oppose this potential sports complex? : Percent of respondents
Strongly support 37%
Somewhat support 30%
Somewhat oppose 12%
Strongly oppose 21%
Total 100%

To what extent do you support or oppose a tax
Increase to pay for construction and

maintenance of a new sports complex? Percent of respondents
Strongly support 18%
Somewhat support 30%
Somewhat oppose 16%
Strongly oppose 36%

Total 100%




2008
Fine citizens who do not use RECYCLE BIN correctly: 74% support; 26%
oppose

Landscaped MEDIANS for traffic: 78% support; 22%
oppose ' ~
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82% agree, 18% disagree™=""
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48% agree,%%(ilsagrée

L} X §;
2004 " . e |
BIGGEST PROBLEMS: Trafflc/3§%, Need Parks 6%; Needﬁbs 31%, Dramage 24% “ »
Bond Issue for NEW LIBRARY 68% agree; 22% disagree

Need NORTH SOUTH HIGHWAY improvements: 88% agree; 7% disagree
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