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Purpose

To objectively assess citizen satisfaction
with the delivery of City services

To set a baseline for future surveys

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

To help determine priorities for the
community



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

Method of Administration

by mail, phone and online
random sample of residents living in the City

Sample size:
goal number of surveys: 400
goal far exceeded: 534 completed surveys

Confidence level: 95%

Margin of error: +/- 4.2% overall
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~—— Bottom Line Up Fr

Residents Have a Positive Perception of the City
82% are satisfied with the overall quality of life in the City; only 6% are
dissatisfied
78% are satisfied with Montrose as a place to live; only 7% are dissatisfied

Overall Satisfaction with City Services Are Comparable to

Other Communities
The City rated above the Regional Average in 30 of 52 areas that were
compared, and above the U.S. Average 27 of 52 areas

The City Is Doing a Much Better Job Providing Customer

Service Than Other Communities
The City rated 21% above the Regional Average and 20% above the U.S.
Average in the Overall Quality of Customer Service

Top community priorities for over the next 2 years:
Flow of Traffic & Congestion Management
Condition of City Streets
Quality of Economic Development



Major Finding #i

Residents Have a Positive
Perception of the City




Q3. Satisfaction with ltems That Influence
Perceptions 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)

Quality of life

Montrose as a place to live
Appearance of community parks
Preservation of natural areas
Montrose as a place to raise children
Appearance of the community

Cost of living

Quality of new development

Access to quality affordable housing

12%

15%

17%

22%

25%

27%

33%

26%

39%

20% 40% 60% 80% 100%

mVery Satisfied (5) OSatisfied (4) CONeutral (3) EDissatisfied (1/2)

Most Residents Are Satisfied with the Overall Quality of Life in the City, but There Are

Concerns with Job Opportunities



Q1. Overall Satisfaction with City Services
by Major Category

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

Trash, recycling, & yard waste collection 48%

Quality of drinking water 44%

Quality of wastewater services 49%

Quality of police services 43%

Quality of city parks & open spaces 51%

Customer service provided by city employees 50%

Quality of services at the Montrose Pavilion 50%

Quality of tourism/community promotion services 40%

Management of stormwater runoff & flood prevention 38%

Enforcement of city codes & ordinances 35%

Quality of municipal court services 35%

Effectiveness of city communication with public 37%

Quality of economic development efforts 27%

Condition of city streets & 26% 21%

Traffic flow & congestion management & 19% 20%

0% 20% 40% 60% 80% 100%
mVery Satisfied (5) Satisfied (4) CINeutral (3) EDissatisfied (1/2)

With the Exception of Traffic Flow and the Condition of Streets, Less Than 30% of Residents
Are Dissatisfied with Any Other Major Category of City Services
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Major Finding #2

Overall Satisfaction Levels in
Montrose Are Similar to Regional
and National Averages




Overall Satisfaction with Various City Services
Montrose vs. Northwest 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)

2%
Trash [ d wast
rash, recycling, yard waste _ 520

BD
fSewerﬁwastewater management system ? "
68% -
70
Police services _? "‘=
. . . TG%
4.:
. Parks/recreation programs & facilities mg /u
(1]

f . ?O% :
Customer service :
50%
‘Stormwater management m I
. 61%
. 48% :
Enforcement of codes & ordinances

48%

: - : : 46%
fcmy communication with the public o
. . 44%
o

‘Maintenance of City streets | 40%
| 1 43%
0 .
‘ Management of traffic flow & congestion l 41%
| . . 52% :
0% 20% 40% 60% 80% 100%

B Montrose ENorthwest CIU.S.

Sinificantl Higher: Significantly Lower:




Satisfaction with Issues that Influence

Perceptions of the City
Montrose vs. Northwest 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)

vaerall guality of life in the City

As a place to live

‘As a place to raise children

70% |
67%

’Cwerall appearance of the City

0% 20% 40% 60% 80% 100%
HEMontrose ENorthwest [1U.S.

Source: ETC Institute (2016

Significantly Higher: Significantly Lower:



Overall Satisfaction with Customer Service
Montrose vs. Northwest 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)

89%
fThe:\.r were courteous and polite

f How easy they were to contact

68%

T:B%
fDid what they said they would do in timely manner :

73%
f They gave prompt, accurate/complete answers :

72%
fThey helped resolve an issue to satisfaction 55:% :

53%

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

HMontrose ENorthwest CJU.S8.

Sin-ificantl Higher: Significantly Lower:




Overall Satisfaction with Public Safety
Montrose vs. Northwest 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)

74%

f Police response time to emergencies 62%

71% |

69% |
4B isiviity o police
fAnimal control services
’ Crime prevention efforts

’ Enforcement of local traffic laws 64%
62%
0% 20% 40% 60% 80% 100%

HMontrose ENorthwest CIU.S.

Source: ETC Institute (2016

Significantly Higher: Significantly Lower:



How Safe Residents Feel in Their Community
Montrose vs. Northwest vs. the U.S

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

In your neighborhood during the day

90%
91%

Overall feeling of safety

fln your neighborhood at night

’ In City parks

94%

0% 20%

Source: ETC Institute (2016

Significantly Higher:

40% 60% 80%

EMontrose ENorthwest [JU.S.

Significantly Lower:

100%




Overall Satisfaction with City Maintenance
Montrose vs. Northwest 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)

Maintenace of City parks & open spaces

4%%

77%

Cleanliness of City streets & public areas

67%
5%
2%

Mowing & trimming along streets & public areas

67%
65%
3%

o : : 64%
Landscaping in medians on city streets %
60%

| - | | 579,
Adequacy of City street lighting Eéﬂrfé{
0

. | | 50%
Snow removal on city streets 50%
, , 51%;

‘Condition of neighborhood streets

‘Condition of sidewalks

46%

54%

| 55%
41° =
52%:

0%

. |

’Condition of major City streets 53%
159%

0%

Source: ETC Institute (2016)

Significantly Higher:

40% 60% 80%

EMontrose ENorthwest CIU.S.

Significantly Lower:

100%




Overall Satisfaction with Communication
Montrose vs. Northwest 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)

fﬁwailability of info. about City services/programs

549,
49%

’Quality of the City's website

52%

47% .
53%;

City efforts to keep residents informed

56%

‘Level of public involvement in decision making

271% |
33%;
40%

0%

Significantly Higher:

20% 40% 60%

EMontrose ENorthwest U.S.

Significantly Lower:

80%




Maijor Finding #3

Top Community Priorities




Importance-Satisfaction Rating
City of Montrose, Colorado

Major Cateqgories of City Services

Most Importance-

Most Important Satisfaction Satisfaction Satisfaction I-S Rating
Category of Service Important % Rank % Rank Rating Rank
Very High Priority (1S >.20)
Traffic flow & congestion management 70% 1 21% 15 0.5530 1
Condition of city streets 66% 2 28% 14 0.4752 2
Quality of economic development efforts 36% 3 35% 13 0.2340 3
High Priority (1S .10 - .20)
Enforcement of city codes & ordinances 22% 5 47% 10 0.1166 4
Medium Priority (1S <.10)
Quality of tourism/community promotion services 16% 7 51% 8 0.0784 )
Management of stormwater runoff & flood prevention 14% 8 48% 9 0.0728 6
Effectiveness of city communication with public 13% 9 46% 12 0.0702 7
Quality of city parks & open spaces 22% 4 73% 5 0.0594 8
Quality of police services 21% 6 7% 4 0.0483 9
Quality of drinking water 11% 10 81% 2 0.0209 10
Quality of services at the Montrose Pavilion 6% 12 69% 7 0.0186 11
Trash, recycling, & yard waste collection 9% 11 82% 1 0.0162 12
Customer service provided by city employees 4% 13 69% 6 0.0124 13
Quality of municipal court services 2% 15 47% 11 0.0106 14
Quality of wastewater services 2% 14 78% 3 0.0044 15

Overall Priorities:



Importance-Satisfaction Rating
City of Montrose, Colorado

Maintenance
Most Importance-
Most Important Satisfaction Satisfaction Satisfaction [-8 Rating
Category of Service Important % Rank % Rank Rating Rank

Very High Priority (IS >.20)

Overall maintenance of city streets 53% 1 38% 12 0.3286

High Priority (1S .10 - .20)

Maintenance of sidewalks in Montrose 31% 3 41% 11 0.1829

Medium Priority {15 <.10)

Maintenance & appearance of city park restrooms 17% 6 43% 10 0.0969 3

Maintenance of streets in your neighborhood 23% 5 46% 9 0.1242 4

Maintenance of stormwater ditches & drains 12% 8 47% 8 0.0636 9

Snow removal on city streets 35% 2 50% 7 0.1750 6

Maintenance of major roadways 28% 4 51% 6 0.1372 7

Quality of landscaping in medians on city streets 11% 10 64% 5 0.0396 8

Mowing & trimming along streets & public areas 9% 11 66% 4 0.0306 9

Cleanliness of city streets & public areas 12% 9 67% 3 0.0396 10
Maintenance of city buildings 2% 12 73% 2 0.0054 11
Maintenance/appearance of city parks/open spaces 12% 7 73% 1 0.0324 12

Maintenance Priorities:




Importance-Satisfaction Rating
City of Montrose, Colorado

Code Enforcement

Most Importance-
Most Important Satisfaction Satisfaction Satisfaction I-5 Rating
Category of Service Important % Rank % Rank Rating Rank

Very High Priority (13 >.20)
Clean-up of debris & junk on private property 58% 1 27%

0.4234 1
Mowing & cutting of weeds on private property 39% 2 29% 4 0.2769 2

High Priority (IS .10 - .20}
Prohibiting vehicles, RV's & trailers parked 26% 3 33% 2 0.1742 4
Efforts to remove abandoned or inoperable vehicles 24% 4 32% 3 0.1632 3

o

Medium Priority (1S <.10)
Enforcing sign regulations 11% 5 40% 1 0.0660 )

Code Enforcement Priorities:




Other Findings




Q14. Park System Improvements That Should Receive
) the Most Emphasis Over the Next Five Years

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

Restrooms
Walking/biking trails
Public WiFi

Trash removall/cans
Drinking fountains
Trail lighting

Shade trees

Park lighting

Shade structures
Handicap accessibility
Playground equipment
Picnic shelters
Sidewalks

Picnic table/benches
Flower beds

Parking

Park entrance signs
Tennis courts

Mobile device charging stations
Bike racks

Sports fields
Basketball courts
Sports field lighting

| [32%
] | 25% |

0% 10% 20% 30% 40%
M 1st Choice [(02nd Choice E3rd Choice

Source: ETC Institute (2016)



Q15. Amenities or Uses Residents Would Like to See

Added Along the Uncompahgre River

by percentage of respondents (multiple choices could be made)

70%

Walking/biking trails

Parks

Restaurants

Recreation-oriented businesses

Multi-unit residential development

Hotels

0% 20% 40% 60% 80%
Source: ETC Institute (2016)
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Q18. Roadway Improvements That Residents Feel Would be Most

Valuable in Addressing Current and Future Traffic Flow Issues

by percentage of respondents (multiple choices could be made)

Main Street (Townsend Avenue to San Juan Avenue)

4?;'%

Grand/Rio Grande Avenue

37%

Hillcrest Drive

37%

Niagara Road 35%::

6700 Road (Highway 50 to Sunnyside Road) 275%
Woodgate Road 23%
Chipeta Road 520%
Ogden Road 15“;’%
East Oak Grove Road 13%
0% 10% 2DI% SDI% 46% SC;%

Source: ETC Institute (2016)
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Q20. Projects That Would Be Most Beneficial in
Beautifying the Community

by percentage of respondents (multiple choices could be made)

Northern gateway (N Townsend) 91%
Eastern gateway (Highway 50)
Improved public spaces downtown

Enhanced median plantings

Undergrounding overhead utilities

Southern gateway (S Townsend)
Renovation & expansion of Montrose Pavilion 15%

Decorative light pole banners 1%

0% 10% 20% 30% 40% 50%
Source: ETC Institute (2016)



Q22. Satisfaction with Various Aspects of Tourism

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

Customer service at restaurants 51% 26% 13%

Official visitor guide (Visit Montrose) 45% 33% 7%
Customer service at retail businesses 47% 29% 16%

Downtown Visitor Center 39% 37% 10%

Tourism website (VisitMontrose.com) 42% 42% 5%
Overall tourism promotion program 42% 36% 13%
Montrose tourism/brand identity 41% 37% 13%

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

W\Very Satisfied (5) OSatisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2016) 30
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Q23. Types of Special Events That Respondent Would
Like to See Promoted in the Community

by percentage of respondents (multiple choices could be made)

Qutdoor concerts/performances 65%

65%

Expos and festivals

Arts, cultural, & heritage

Indoor concerts/performances

Sports (competitive and leisure)

0% 20% 40% 60% 80%

Source: ETC Institute (2016)
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Q28. Sources of Information Are the Most Preferred Ways to
. Learn About City Issues, Services, and Events

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

Newspaper

54% |

City newsletter (City Beat)

34%

Social media (Facebock & Twitter)

30%

City website (CityofMontrose.org)

2606

Water/sewer bill insert

26%

Radio 22%

Posted notices

8%

Public meetings

6%

Live & on-demand City Council meetings 3%

Channel 191 3%

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

M 1st Choice C2nd Choice m@3rd Choice

Source: ETC Institute (2016)
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Residents Have a Positive Perception of the City
82% are satisfied with the overall quality of life in the City; only 6% are
dissatisfied
78% are satisfied with Montrose as a place to live; only 7% are dissatisfied

Overall Satisfaction with City Services Are Comparable to

Other Communities
The City rated above the Regional Average in 30 of 52 areas that were
compared, and above the U.S. Average 27 of 52 areas

The City Is Doing a Much Better Job Providing Customer

Service Than Other Communities
The City rated 21% above the Regional Average and 20% above the U.S.
Average in the Overall Quality of Customer Service

Top community priorities for over the next 2 years:
Flow of Traffic & Congestion Management
Condition of City Streets
Quality of Economic Development

33



Questions?
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