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~ Methodology

Survey Description

six-page survey; included many of the same questions that were
asked in previous years

4 Resident Survey conducted for the City
Method of Administration

by mail, online, & phone to a random sample of City residents

each survey took approximately 15-20 minutes to complete

Sample size:
628 completed surveys

demographics of survey respondents accurately reflects the
actual population of the City

Confidence level: 95%

Margin of error: +/- 3.9% overall
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~ Bottom Line Up Front

Residents Have a Very Positive Perception of the City
82% rated Winchester as excellent or good place to live; only 6% rated it as
below average or poor

77% rated Winchester as excellent or good place to raise children; only 8%
rated it as below average or poor

The City Is Moving in the Right Direction

Satisfaction ratings have increased in 62 of 74 areas since 2014, and
increased in 46 of 63 areas since 2008

Satisfaction with City Services Is Much Higher in Winchester
Than Other Communities

Winchester rated above the U.S. Average in 49 of 61 areas, and above the
Atlantic Regional Average in 48 of 61 areas

Satisfaction with the Overall Quality of City Services rated 20% above the
U.S. Average, and 18% above the Atlantic Regional Average

Overall Priorities for Improvement:
Management of traffic flow
Maintenance of streets
Quality of public schools

-



Major Finding #i
Residents Have a Very Positive
Perception of the City




Q3. Overall Perceptions of Winchester

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

Overall quality of life in Winchester 29% I I 91% I I 14% |1%
Overall quality of services provided by City| 16% I SIS% I Eﬁl% 7%
Overall value that you receive for your local tax [10% 43% 28% 19%
How well City is managing growth [9% 39% 30% 22%
0% E[j% 4[j% B[j% B[j% 100%

EVery Satisfied (2) E2Satisfied (4) ONeutral (3) EDissatisfied (1/2)

Source. ETC Institute DirectionFinder (2017
Nearly a 10-1 Ratio of Residents Who Are Satisfied vs. Dissatisfied (69% vs. 7%) with the

- Winchesiter, VA)

Overall Quality of Services Provided by the City



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)

Quality of public safety services

Quality of parks & recreation facilities

Efforts to revitalize downtown

Quality of customer service

Quality of recreation programs

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%

43% 6% 3%
22% oY 15% [s%
30% 45% 1%  |7%
21% 755977 21%  |1%
23% e 2% |o%
23% 47% 2%  |o%

16% 7% 2% | 13%

17% e 21% | ia%

18% 39% 12% 19%
15% 36% 36% 1%
0% 4% 22% 28%

20%  40%  60%  80%  100%

@EVery Satisfied (2) EASatisfied (4) ONeutral (3) MDissatisfied (1/2)

Source: ETC Institute DirectionFinder (2017 - Winchester, 'A)

Most Services Receive High Ratings. Traffic Flow Is the Only Area Where More Than 20% of

Residents Are Dissatisfied.



Q19. How Respondents Rate the City of Winchester
on the Following Qualities

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

Place to live 41% 41% 13% |6%
Place to raise children 34% 43% 16% | 8%
Place to work 28% 41% 17% 14%
Direction that City is currently moving 19% 43% 23% 16%
0% Eli]l% 4DI% Ed% BDI% 100%

EExcellent (3) EGood (4) OAverage (3) @EFair/Poor (1/2)

Source: ETC Institute DirectionFinder (2017 - Winchester, VA)

Most Residents Feel Winchester Is an Excellent or Good Place to Live and Raise Children
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Overall Quality of Services Provided by the City of Winchester —

—_—
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MOST areas are in BLUE,
which indicates that
residents throughout

the City are satisfied
with the overall quality
of City services

Legend

Mean rating on a 5-point scale

B 1.0-1.79 Very Dissatisfied
1.8-2.59 Dissatisfied
2.6-3.39 Neutral
3.4-4.19 Satisfied

B 4.2-5.0 Very Satisfied o

No Response

©2017 CALIPER; ©2016 HERE



Major Finding #2
The City Is Moving in the Right
Direction




Overall Satisfaction with Major Categories of City Services
Trends - 2008, 2014 & 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)

85%
86%
| 89%

Public safety services

77%
76%
| 80%
69% |
67% |
| 73%
%
Emergency preparedness 70% |
70%

Parks/recreation programs & facilities

fCustomer service from City employees

I
)]

53%
59%
1 62%

Maintenance of streets

|

48%
51%:
| 57%

|

fEffectiveness of communication

47%
49% |
| 51% |

|

Public transportation services

33% .
Management of traffic flow on city streets 50% |
. T 50% | :
0% 20% 40% 60% 80% 100%

m\Winchester 2008 ™OWinchester 2014 mWinchester 2017

F

Source: 2017 ETC Institute

Significant Increases From 2014: Significant Decreases From 2014:



Overall Satisfaction with Parks and Recreation
Trends - 2008, 2014 & 2017

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

20%
%
| 80%

’ — 6.3% !
;"—"Ju’E]ilE]Dilil"_-,’ of info. about recreation DFDQFEH’IS 52% !
Y . | on taciities M 0 i
ﬂ‘u’ElIlE]DIlIT}‘ of Cltl_'fr recreation facilities 52% '
| Maa%

Mumber of City parks

40%

Maintenance of City parks

4 \2ikingiviking trails

£

'|.\_J

l #
=i
o
=

- Outdoor athletic facilities

| 60%
62% :
0%
60% :
£0% :
| 53% :
5446
% |
| 52%:
20% 40% 60% 80% 100%

|

Quality of recreation programs for youth

|

ft:lualitg,r of recreation programs for seniors

Quality of recreation programs for adults

|

0

=

m\\inchester 2008 OWinchester 2014 mWinchester 2017

Source: 2017 ETC Institute

Significant Increases From 2014: Significant Decreases From 2014:



Overall Satisfaction with Public Safety
Trends - 2008, 2014 & 2017

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

— 89%
Owverall quality of fire services 85%
quality , , , , | 90%
: : — 8a%
How quickly fire & emergency services respond |BBE£}D}5?1,
. . - =
Cwverall quality of emergency medical service EEE{?
: : : —780%
Overall quality of police protection I Eaﬁ%
. . . __?‘lu% i
How quickly police respond to emergencies ?IETEE%
Not Asked in2008 : : :
Visibility of police in downtown Winchester | Efﬁéﬁ:ﬂ% :
f . . — 51% Z
Efforts by the City to prevent crime Enlfa-&é s |
. . 49% Z
Visibility of police in neighborhoods |EE:':I§'?1: .
f . o — 55[;2& !
Police efforts to reduce gang related activity 54 - :
fﬂmnunt of street lightin I I mja% :
Jning , , | 56% j
0% 20% 40% 60% 80% 100%

WYWinchester 2008 OWinchester 2014 EWinchester 2017

Source: 2017 ETC Institute

Significant Increases From 2014: Significant Decreases From 2014:



How Safe Residents Feel in their Community
Trends - 2008, 2014 & 2017

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

I, o

Walking in your neighborhood during the day g?anf;;

o
Not Asked il 2008 |

In downtown Winchester during the day | 929

: | 93%

Not Asked in 2008 , , :
In City parks during the day | 83%
| 84%
O _i‘ -
In commercial/retail areas outside of downtown EE% 5
| 64% !
— 55% i
Walking in your neighborhood after dark 54%, !
| 56% 5
Not Asked m 2008 - i i
fln downtown Winchester after dark |42% ! ;
| 49% :
Not Asked ui 2008 i | 5
fln City parks after dark 16% i ! 5
121% a ;
0% 40% 60% 80% 100%

m\\Vinchester 2008 OWinchester 2014 mWinchester 2017

Source: 2017 ETC Institute

Significant Increases From 2014: Significant Decreases From 2014:



Overall Satisfaction with City Maintenance
Trends - 2008, 2014 & 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)

_ _ Not Asked in:2008
Cleanliness of downtown Winchester | #7%

I, O
Condition of street signs & traffic signals DTE%
" . —ﬂl% 5
Condition of major City streets 72%
& | | — 61% !
Afttractiveness of streetscapes/medians 61% -
. . __5‘2%
Cleanliness of public areas 66%
f . . . qas%
Condition of streets in your neighborhood Yo

Maintenance of City street lighting

_iq %
Cleanliness of stormwater drains in neighborhood EED%

Not Asked in' 2008

. Condition of sidewalks in your neighborhood

] 20% 40% 60% 80% 100%

=

m'\inchester 2008 OWinchester 2014 mWinchester 2017

Source: 2017 ETC Institute

Significant Increases From 2014: Significant Decreases From 2014:



Overall Satisfaction with Communication
Trends - 2008, 2014 & 2017

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

&
Availability of info. about City services/programs Ell:lgﬁd%
. : . —53%
Timeliness of info provided by government 5 %fé
| | | ——— %
f City efforts to keep residents informed 5%
—' ' %
Quality of the City's website 53
ty ty 54“@"

) , ) _ Mot Asked in zﬂhﬂ !
Quality of information/content on City's website | 53“@"

%

. . . . Mot Asked inEIiIII]E ' .
fEase of paying bills, etc. on City's website | 43% :

o _ Mot Asked in 2008 :
Ease of use/navigation on City's website Lg@u‘}&

: _ _ Mot Asked in 2003 .
Quality of City's social media | ,jrS?Q% !

: : . ] :
Quality of City's cable television channel [Hot Asked in 2814 - ;

I 1
Opportunity to be involved in local decisions ﬁ]

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

W\Vinchester 20068 OWinchester 2014 EWinchester 2017

Source: 2017 ETC Inshtute

Significant Increases From 2014: Significant Decreases From 2014:



Overall Satisfaction with Code Enforcement
Trends - 2008, 2014 & 2017

by percentage of respondents who rated the item4 or 5 on a 5-point scale
where 5 was "very satisfied” and 1 was "very dissatisfied” [excluding don't knows)

49% : :
47%
| 52%

44% ;
f Clean-up of junk/debris on private property 4D|% !
45% .

— 41%
. Enforcing cutting of weeds/grass on private prop. 6%

| 43%
41%

Enforcing exterior maint. of residential property |-|39%

| 42%

—' 38%
fEfrDrts to remove abandonded/inoperative vehicles 34%
s — 27%
Enforcing overcrowding regulations 23% 5

Not Asked in 2008
Enforcing removal of blighted property | 28%

|

fEnmrcement of sign regulations

I

0 20% 40% 60% 80%

=

m'Winchester 2008 OWinchester 2014 EWinchester 2017

Source: 2017 ETC Institute

Significant Increases From 2014: Significant Decreases From 2014:



Overall Satisfaction with Utility Services/Public Works
Trends - 2008, 2014 & 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)

Curbside recycling services

87%
86%

86%

Residential trash collection services

86%
84%

85%

fSnow removal on major City streets

70% |
65% |

fSnow removal on neighborhood streets

|

??5%
58%

48% |

61%

0%

Source: 2017 ETC Institute

20% 40% 60% 80% 100%

W\Vinchester 2008 COOWinchester 2014 @mWinchester 2017

Significant Increases From 2014: Significant Decreases From 2014:



Major Finding #3

Satisfaction with City Services Is
Much Higher in Winchester Than
in Other Communities




Overall Satisfaction with Major City Services
Winchester vs. Atlantic Region vs. the U.S.

g 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%
f Quality of public safety services ” ’
. . . 17%
. 80%
Quality of parks & recreation facilities SE‘;% ; ’
(1] :
O 739
Customer service from City employees . ”E
| | 0%
Emergency preparedness 66%
63%
. . 55%
62%
fMaintenance of streets : ’
Y o | 57%
Effectiveness of communication by City government 3 %
o
| | | | 51%
fQuallty of public (bus) transportation services 430; :
o ,
| | ' B 50%
Management of traffic flow on City streets ‘3’;1 1:‘:;5
0% 20% 40% 60% 80% 100%

B Winchester BAtlantic Region CIU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:



Overall Ratingsa‘*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%
fAs a place to live
77%
fAs a place to raise children |
fAs a place to work
. Direction that the City is currently moving 5E:S%
53%,
0% 20% 40% 60% 80% 100%

EWinchester EAtlantic Region JU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:
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Satisfaction with I;;ssues that Influence

Perceptions of the City
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)

80%
76%
73%

Overall quality of life in the City

vaerall quality of City services provided o1 %5

49%

53%
f‘u‘alue received for City tax dollars/fees |

48%
How well the City is managing growth
47%

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

mWinchester EAtlantic Region CU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:



Overall Satisfaction W|th Parks and Recreation
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)

fMaintenance of City parks

70% |
65%

Number of City parks 72%

68%
61%
61%
59%

60%

Walking & biking trails in City

I

Outdoor athletic facilities 63%
65%

60%

Quality of recreation programs for youth 63%
| | | 60%

52%
Quality of recreation programs for adults 61%
54% :
0% 20% 40% 60% 80% 100%

mWinchester BAtlantic Region CJU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:



Overall Satisfacﬁbn with Public Safety
Winchester vs. Atlantic Reqgion vs. the U.S.

g 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)

Overall quality of fire services

How quickly fire & emergency services respond

vaeraII quality of emergency medical service

vaeraII quality of police protection

Visibility of police in neighborhoods

Amount of street lighting

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

B Winchester BAtlantic Region [JU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:



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)

f . . . 78%
Condition of street signs/traffic signals 72%
. . . 71%
N _ _ 74%
fCondltlon of major City streets 48% :
. . 50%; ;
74%
fAttractiveness of streetscapes/medians EE/% E
il
_ _ | | | 70%
fCIeanllness of public areas :59% E
. . _162%
N _ _ 67%
fCondltlon of streets in your neighborhood 48%
48%
_ o _ 64%
fCIeanllness of stormwater drains in neighborhood o
46%
" . . 94%
Condition of sidewalks on major City streets 49% :
. . 47% g
.. : : : 43%
Condition of sidewalks in your neighborhood 41%
| 42% ,
0% 20% 40% 60% 80% 100%

mWinchester BAtlantic Region CIU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:



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)

fYard waste curbside collection

fCurbside recycling services

fResidential trash collection services

fCustomer service by water/sewer employees 45%

8% :

4 1
?:5%
61%
58%

J61%
49% | g
48% | |

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

fSnow removal on major City streets

. Snow removal on streets in your neighborhood

mWinchester BAtlantic Region CU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:



Overall Satisfaction with Customer Service
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)

72%‘;

fThe accuracy of the info/assistance given

71%

. How quickly City staff responded to request

64%

fHow well your issue was handled 48%

50%

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

B Winchester BAtlantic Region CIU.S.

Source: 2017 ETC Institute

Significantly Higher: Significantly Lower:



Major Finding #4

Priorities for Investment




__—
Importance-Satisfaction Rating
City of Winchester - 2017
OVERALL - CITY SERVICES
Most Importance-
Most Important Satisfaction Satisfaction Satisfaction
Category of Service Important % Rank % Rank Rating I-S Ranking
Very Hiah Priority (IS .20
Management of traffic flow on City streets 45% 1 50% 11 0.2245 1 ﬁ
liah Priority (IS .10-.20
Maintenance of streets 43% 2 62% 8 0.1623 2
Quality of public schools 39% 3 63% 7 0.1439 3
Medium Priority (IS <10
Emergency preparedness 26% 5 70% 6 0.0771 4
Effectiveness of communication by City government 17% 7 57% 9 0.0735 )
Efforts to revitalize downtown 22% 6 75% 3 0.0558 6
Quality of public (bus) transportation services 11% 8 51% 10 0.0534 7
Quality of public safety services 34% 4 89% 1 0.0375 8
Quality of customer service 8% 10 73% 4 0.0216 9
Quality of parks & recreation facilities 11% 9 80% 2 0.0214 10
Quality of recreation programs 6% 11 71% 5 0.0186 11

Overall Priorities:




.

City of Winchester 2017 Community Survey
Importance-Satisfaction Assessment Matrix
-Major Services-

(points on the graph show deviations from the mean satisfaction and emphasis ratings given by respondents to the survey)

mean importance

Exceeding Expectations
L ower importance/higher satisfaction

» Quality of parks &
recreation facilities

Quality of -::u;.-‘.tomer service

Quality of recreation programs

Continued Emphasis
higher importance/higher satisfaction

* Quality of public safety services

* Efforts to revitalize downtown

* Emergency preparedness

Effectiveness of

communication by City govt.
L]

Satisfaction Rating

Quality of public (bus)
transportation services®

Less Emphasis
lower importance/lower satisfaction

Quality of public schoo!s! ?
[ ]
Maintena?’:ce of streets

Management of traffic ﬂo:n.f onh City streets

Opportunities for Improvement
higher importance/lower satisfaction

Lower Importance

Source: ETC Institute (2017)

Importance Ratings

Higher Importance

mean satisfaction

31
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Importance-Satisfaction Rating
City of Winchester - 2017
MAINTENANCE
Most Importance-
Most Important Satisfaction Satisfaction Satisfaction
Category of Service Important % Rank % Rank Rating I-5 Ranking
Very High Priority (IS >.20)
Mgmt. of traffic flow at major City intersections 37% 1 44% 11 0.2050 1 a
igh Priority (IS 10-20)
Condition of sidewalks in your neighborhood 24% 2 43% 12 0.1391 2
Management of traffic flow on major City streets 23% 3 49% 10 0.1183 3
Vedium Priority (IS <.10
Condition of sidewalks on major City streets 17% 4 54% 9 0.0773 4
Condition of streets in your neighborhood 16% 5 67 % 6 0.0515 5
Condition of major City streets 16% 6 74% 3 0.0403 6
Maintenance of City street lighting 10% 7 66% 7 0.0326 7
Cleanliness of public areas 9% 8 70% 5 0.0258 8
Cleanliness of stormwater drains in neighborhood 6% 10 64% 8 0.0216 9
Cleanliness of downtown Winchester 8% 9 79% 1 0.0158 10
Condition of street signs/iraffic signals 5% 11 78% 2 0.0119 11
Attractiveness of streetscapes/medians 4% 12 74% 4 0.0091 12

Maintenance Priorities:




Importance-Satisfaction Rating
City of Winchester - 2017

PUBLIC SAFETY

Most Importance-

Most Important Satisfaction Satisfaction Satisfaction
Category of Service Important % Rank % Rank Rating I-8 Ranking
iah Priority (IS .10-.20
Visibility of police in neighborhoods 30% 1 62% 8 0.1155 1
Police efforts to reduce gang related activity 28% 3 60% 9 0.1132 2
Amount of street lighting 24% 4 56% 10 0.1043 3
Medium Priority (IS <.10
Efforts by City to prevent crime 29% 2 65% 7 0.0998 4
Overall quality of police protection 19% 5 80% 4 0.0382 =)
Visibility of police in downtown Winchester 11% 6 68% 6 0.033% 6
How quickly police respond to emergencies 8% 7 76% 5 0.0202 7
Overall quality of emergency medical service 7% 8 88% 3 0.0086 8
How quickly fire & emergency services respond 6% 9 89% 2 0.0063 9
Overall quality of fire services 4% 10 90% 1 0.0035 10

Public Safety Priorities:




Residents Have a Very Positive Perception of the City
82% rated Winchester as excellent or good place to live; only 6% rated it as
below average or poor

77% rated Winchester as excellent or good place to raise children; only 8%
rated it as below average or poor

The City Is Moving in the Right Direction

Satisfaction ratings have increased in 62 of 74 areas since 2014, and
increased in 46 of 63 areas since 2008

Satisfaction with City Services Is Much Higher in Winchester
Than Other Communities

Winchester rated above the U.S. Average in 49 of 61 areas, and above the
Atlantic Regional Average in 48 of 61 areas

Satisfaction with the Overall Quality of City Services rated 20% above the
U.S. Average, and 18% above the Atlantic Regional Average

Overall Priorities for Improvement:
Management of traffic flow
Maintenance of streets
Quality of public schools

34



Questions?
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