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NSETC

Benchmarking Summary Report
Winchester, Virginia

Overview

ETC Institute's DirectionFinder® program was originally developed in 1999 to help community
leaders across the United States use statistically valid community survey data as a tool for
making better decisions. Since November 1999, the survey has been administered in more than
300 cities and counties in 49 states. Most participating communities conduct the survey on an
annual or biennial basis.

This report contains benchmarking data from three sources: (1) a national survey that was
administered by ETC Institute during the summer of 2016 to a random sample of over 4,000
residents across the United States, (2) a regional survey that was administered to a random
sample of more than 350 residents in the Atlantic region of the United States during the summer
of 2016 (the Atlantic region is comprised of North Carolina, Virginia, Delaware, Maryland, the
District of Columbia, and New Jersey), and (3) individual communities with a population
between 15,000 and 75,000 where ETC Institute had administered the DirectionFinder® survey
since 2014; the 37 communities included in these comparisons are listed below.

e Auburn, AL e Midwest City, OK

e Baytown, TX e Missouri City, TX

e Bensenville, IL e Mountain Brook, AL
e Blue Springs, MO e Newport, RI

e Cedar Hill, TX e Pflugerville, TX

e Chapel Hill, NC e Pinecrest, FL

e Chickasha, OK e Pitkin County, CO

e Clayton, MO e Portland, TX

e Creve Coeur, MO e Raymore, MO

e Gardner, KS e Rolla, MO

e Gladstone, MO e San Marcos, TX

e Glencoe, IL e Shawnee, KS

e Glenview, IL e Shoreline, WA

e Hallandale Beach, FL e St. Joseph, MO

e Hyattsville, MD e Tamarac, FL

e Johnston, IA e Wauwatosa, WI

e Kennesaw, GA e Wentzville, MO

e Kirkwood, MO e West Des Moines, 1A

e Lenexa, KS
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Interpreting the Charts

National Benchmarks. The first set of charts on the following pages show how the overall
results for Winchester compare to the national average and Atlantic regional average based on
the results of an annual survey that was administered by ETC Institute to a random sample of
more than 4,000 residents across the U.S. and over 350 residents in the Atlantic region of the
U.S.

Performance Ranges. The second set of charts show the highest, lowest, and average (mean)
levels of satisfaction in the 37 communities listed on the previous page. The mean rating is
shown as a vertical line, which indicates the average level of satisfaction for the 37 communities.
The actual ratings for Winchester are listed to the right of each chart. The dot on each bar shows
how the results for Winchester compare to the other communities with a population between
15,000 and 75,000 where ETC Institute has administered the DirectionFinder® survey since
2014.
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National Benchmarks

Note: The benchmarking data contained in this report is
protected intellectual property. Any reproduction of
the benchmarking information in this report by persons
or organizations not directly affiliated with the City of
Winchester, Virginia is not authorized without written
consent from ETC Institute.

Overall Satisfaction with Major City Services
Winchester vs. Atlantic Reqgion 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)
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Quality of parks & recreation facilities
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Quality of customer service

Emergency preparedness

Quality of public schools

Maintenance of streets

Effectiveness of communication by City government

Quality of public (bus) transportation services

Management of traffic flow on City streets

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

Source: 2017 ETC Institute [MWinchester BAUantic Region CIU.S.
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Satisfaction with Issues that Influence
Perceptions of the City
Winchester vs. Atlantic Region 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)

80%
Overall quality of life in the City 7$%
73%
|
69% |
Overall quality of City services provided 51% : :
49% | |
| |
53% 1
Value received for City tax dollars/fees 139% | |
38% 1 1
| | |
48% | l
How well the City is managing growth 41% : :
7% | |
[ T T Il Il
0% 20% 40% 60% 80% 100%

B Winchester BlAtlantic Region CJU.S.

Source: 2017 ETC Institute

Overall Satisfaction with Parks and Recreation
Winchester vs. Atlantic Region 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)

80%
Maintenance of City parks 74%
70% 1
|
65%
Number of City parks 72%:
68% |
61% |
Walking & biking trails in City 61% |
‘ ‘ s9% |
60% |
Outdoor athletic facilities 63% |
65% I
|
60% [
Quality of recreation programs for youth 63% :
60% |
52% |
Quality of recreation programs for adults 61% |
. ‘ ‘ 54% 1
0% 20% 40% 60% 80% 100%

|-Winchester W Atlantic Region CJU.S.

Source: 2017 ETC Institute
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Overall Satisfaction with Police Services
Winchester vs. Atlantic Region 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)

80%
Overall quality of police protection 73%
70% ‘
How quickly police respond to emergencies n
65%

Visibility of police in downtown/retail area

Efforts by City to prevent crime

Visibility of police in neighborhoods

Amount of street lighting

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

B Winchester BAtlantic Region CJU.S.

Source: 2017 ETC Institute

Overall Satisfaction with Fire and Ambulance Services
Winchester vs. Atlantic Region 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)

|
90%
Overall quality of fire services 87% ‘
|
83%
T T T T |
|
|
89"4;
|
How quickly fire & emergency services respond 87% 1
|
84% |
|
|
|
88%
|
Overall quality of emergency medical service 82% :
|
80% !
|

0% 20% 40% 60% 80% 100%  120%

B Winchester B Atlantic Region CJU.S.

Source: 2014 ETC Institute
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Overall Satisfaction with City Maintenance
Winchester vs. Atlantic Region 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)

Condition of street signs/traffic signals

Condition of major City streets

Attractiveness of streetscapes/medians

0°/
aeammessofpubncareas” ¥
62%
67%
Condition of streets in your neighborhood 48%
48%
64%
Cleanliness of stormwater drains in neighborhood 32:?
(]

Condition of sidewalks on major City streets

Condition of sidewalks in your neighborhood

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

|-Winchester W Atlantic Region (JU.S.

Source: 2017 ETC Institute

Overall Satisfaction with Communication
Winchester vs. Atlantic Region 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)

64% |
Availability of info on City services/activities 1%‘ i
46% |
58% l
Timeliness of information provided by City 52% |
50% 1 I
| |
56% |
Efforts to keep you informed about local issues 46% ! !
T T 46% : :
549 !
Quality of the City's website 63% :
62% |
4 o/ | |
Quality of City's social media 58% :
56% I
43% | l
Quality of City's cable television channel 159% |
— 5%, |
31% | |
Opportunity to be involved in local decisions 35% ! !
34% | |
0% 20% 40% 60% 80% 100%

|-Winchester W Atlantic Region CJU.S.

Source: 2017 ETC Institute
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Overall Satisfaction with Code Enforcement
Winchester vs. Atlantic Region 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)

52%
Enforcing sign regulations 51%:
51%!

|

45% |

Enforcing cleanup of junk/debris on private prop. '39% :

1% I

| |

43% |

Enforcing cutting of weeds/grass on private prop. 35% I

1% |

|

|

|

|

|

|

|

|

|

|

|

42%
Enforcing exterior maint. of residential property 1%
43%
41%
Efforts to remove abandoned/inoperative vehicles 46%
48%

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

HEWinchester B Atlantic Region (JU.S.

Source: 2017 ETC Institute

Overall Satisfaction with Utility Services/Public Works
Winchester vs. Atlantic Region 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)

Curbside recycling services

Residential trash collection services

Customer service by water/sewer employees

Snow removal on major City streets

Snow removal on streets in your neighborhood

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

B Winchester BAtlantic Region CJU.S.

Source: 2017 ETC Institute
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Overall Satisfaction with Customer Service
Winchester vs. Atlantic Region 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)

The accuracy of the info/assistance given

How quickly City staff responded to request 63%

How well your issue was handled

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

B Winchester EAtlantic Region CJU.S.

Source: 2017 ETC Institute

Overall Ratings of the Community
Winchester vs. Atlantic Region vs. the U.S.

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

82%

As a place to live 1%,

70% |

|
7%

As a place to raise children 68%

l
68% i
69%
As a place to work 5]% :
4% :
| |
62% |
Direction that the City is currently moving 5$% :
53% l
L I I | |
0% 20% 40% 60% 80% 100%

B Winchester EAtlantic Region CJU.S.

Source: 2017 ETC Institute
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Performance Ranges

Note: The benchmarking data contained in this report is
protected intellectual property. Any reproduction of
the benchmarking information in this report by persons
or organizations not directly affiliated with the City of
Winchester, Virginia is not authorized without written
consent from ETC Institute.

Overall Satisfaction with Various City Services
by Major Category - 2017

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)

@ Winchester, VA

i i i 7% ‘i, 97%| 89%

| | 667 I N o5% | 80%

Quality of customer service i 42‘%; —::— 89% 73%
|
|
|
|
|
|
|
|

Quality of public safety services

Quality of parks & recreation facilities

| |
Emergency preparedness i 63")(., ‘:h 88% 70%
347, I W — 7% 63%
Maintenance of streets 20% ﬂ— 90% 62%

| | | |
Effectiveness of communication by City govt. 24\:’/‘1 :_# 87% 57%
Quality of public (bus) transportation services i i 51"/.(:# 7:'7% 51%
| |

|
Management of traffic flow on City streets 22% —h 75% 50%
Il

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

Quality of public schools

Source: ETC Institute DirectionFinder (2017)
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Perceptions that Residents Have
of the City in Which they Live - 2017

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)

@ Winchester, VA

| | | |
| | | |
| |
Overall quality of life in the City | 43% 98%| 80%
| |
| | | |
| | | |
l l l l
| |
Overall quality of City services provided | 1%, 97% | 69%
| | | |
| | | |
| | | |
l : : :
|
Value received for City tax dollars/fees ! 34% 88% 53%
| | | |
| | | |
l l l l
| | | |
How well the City is managing growth 25‘“0 7b% 48%
| | | |
| | | |

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

Source: ETC Institute DirectionFinder (2017)

Satisfaction with Parks and Recreation - 2017

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)

@ winchester, VA

| |

oo I 5574 80%
: |
| |

s IO =04 | 65%
| |
| | |

o I P %, | 61%
| |

Maintenance of City parks

Number of City parks

Walking & biking trails in City

Outdoor athletic facilities 46% 84% 60%
| | |
l ! :
Quality of recreation programs for youth 43% ‘_ 88% 60%
| | |
l l l
Quality of recreation programs for adults 38% 76% 52%

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

LOW--------- MEAN--------| HIGH
Source: ETC Institute DirectionFinder (2017)
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Satisfaction with Public Safety - 2017

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)

@Winchester, VA

79% _:, 08% 90%
|

Overall quality of fire services

How quickly fire & emergency services respond 83"/‘o 92% | 89%

|
|
|
|
|
| | 74% WBE(OIE 96% | 88%
|
i 57% # 95% | 80%
%50% _:h 91% | 76%
41%3#- 80% 68%
37% #_: 89% | 65%
41%3# 85% 62%

I I
4&% * : 79% 56%

0% 20% 40% 60% 80% 100%
LOW-remenmen MEAN------- HIGH

Overall quality of emergency medical service

Overall quality of police protection

|

|

|

|

|

|

|

|

|

|

|

|

:
How quickly police respond to emergencies :
Visibility of police in downtown/retail area i
|

Efforts by City to prevent crime i
Visibility of police in neighborhoods i
|

|

|

Amount of street lighting

Source: ETC Institute DirectionFinder (2017)

Satisfaction with Maintenance - 2017

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)

@ Winchester, VA

| | | |

Condition of street signsitraffic signals ! | 58% ‘) 87% 78%
| |
| |

Condition of major City streets 11% “:- 86% 74%

| | ‘ |
| |
C v, I DN 50, | 74%
| | |
|
| | | |
3o, IS N 54| 70%
|
| |

Condition of streets in your neighborhood 29% m 74% 67%
| | | |
|

Cleanliness of stormwater drains in neighborhood 18% ﬁ:- 84% 64%
| | | |

| | | |
Condition of sidewalks on major City streets | 17% _:_ 84% 54%

0% 20% 40% 60% 80% 100%
LOW-rmrenren MEAN-------- HIGH

Attractiveness of streetscapes/medians

Cleanliness of public areas

Source: ETC Institute DirectionFinder (2017)

ETC Institute (2017) Page 33



City of Winchester 2017 Community Survey: Draft Report

Satisfaction with Communication - 2017

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)

@ Winchester, VA

Availability of info on City services/activities

Timeliness of information provided by City

Efforts to keep you informed about local issues

Quality of the City's website

Quality of City's social media

Quality of City's cable television channel

Opportunity to be involved in local decisions

0%

Source: ETC Institute DirectionFinder (2017)

332% # 83% || 64%

54% 63% 58%

132% ‘_ 85% || 56%

279 IO 5% || 54%

2:8% # 66% i 49%

16% ‘* 66% 31%
20%  40%  60%  80%  100%

LOW------——| MEAN-------- HIGH

Satisfaction with Codes Enforcement - 2017

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)

Enforcing sign regulations

Enforcing cleanup of junk/debris on private prop.

Enforcing cutting of weeds/grass on private prop.

Enforcing exterior maint. of residential property

Efforts to remove abandoned/inoperative vehicles

@Winchester, VA

| | | |
|
st O s || 524
| | | |
| | | |
|
2o IO . | 45%
| | | |
| | | |
| |
2o IO 7> || 43%
| | | |
| | | |
|
19% 70% 42%
| | | |
| | | |
| | |
! 36% 179% M%
| | | |
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Source: ETC Institute DirectionFinder (2017)
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Satisfaction with Utility Services/Public Works - 2017
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)
@ Winchester, VA
| | | |
| |
Yard waste curbside collection | - s8% #}88% 86%
| | | |
l l l ‘
| |
Curbside recycling services ! ! 57% 91%| 86%
| | |
l l l l
| | |
Residential trash collection services ! ! '71% 95% 85%
| | | |
l l l l
| | |
Snow removal on major City streets : : 63"4» ¢ 90% | 76%
| | | |
l l l l
| | |
Snow removal on streets in your neighborhood | 42% 83% 61%
l l l l
0% 20% 40% 60% 80% 100%
(o)1 VA— MEAN------- HIGH
Source: ETC Institute DirectionFinder (2017)

Satisfaction with Customer Service - 2017

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)

@ Winchester, VA

| | | |
l l l l
| |
The accuracy of the info/assistance given ! ! 55% 85% 72%
| |
| | | |
| | | |
| | | |
| | | |
l l l l
| |
How quickly City staff responded to request : : 51% 83% 71%
| |
| | | |
| | | |
| | | |
| | | |
l l : :
| |
How well your issue was handled | 48% 86% 64%
| |
| | | |
l l l l
0% 20% 40% 60% 80% 100%
[} A— MEAN------- HIGH

Source: ETC Institute DirectionFinder (2017)
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by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "excellent" and 1 was "poor" (excluding don't knows)

Satisfaction with Aspects of the Community - 2017

Source: ETC Institute DirectionFinder (2017)

@ Winchester, VA
l l : !
| |
As a place to live | | 60% ‘h 99% 82%
| |
| | | |
| | | |
l l l l
| | | |
As aplace to raise children | 49% 08%| 77%
| | [ [
| | | |
| | | |
l ! : !
|
As a place to work : 37% 85% 69%
| | |
| | | |
l l l l
| | | |
Direction that the City is currently moving | 33% 78% 62%
| [l [l |
l l l l
0% 20% 40% 60% 80%  100%
LOW-------- MEAN------- HIGH

ETC Institute (2017)

Page 36





