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1 CITY COUNCIL ACTION MEMO

To: Mayor and Members of City Council

From: Amy Simmons, Public Information/FOIA Officer

Date: January 27, 2015

Re: 2014 Citizen Satisfaction Survey

THE ISSUE:
Evaluating the level of our citizens’ satisfaction with City services as well as benchmarking
progress made since the previous surveys and determining areas in need of improvement.

RELATIONSHIP TO STRATEGIC PLAN:
Goal 2: Creating a more livable city for all, Goal 3: developing a high performing organization,
and Goal 3: Continuing the revitalization of Old Town

BACKGROUND:
The City conducts a citizen satisfaction survey every three years with the first being conducted
in 2008 and the second in 2011. ETC Institute has conducted the survey all three years.

BUDGET IMPACT:
Funding for this activity was budgeted for during the FY15 budget process.
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•  To	  objectively	  assess	  citizen	  satisfaction	  with	  
the	  delivery	  of	  City	  services	  

•  To	  help	  determine	  priorities	  for	  the	  
community	  so	  that	  tax	  dollars	  are	  spent	  wisely	  

•  To	  measure	  success	  over	  	  time	  –Trends	  (2008,	  
2011,	  2014)	  

•  To	  benchmark	  the	  performance	  of	  the	  City	  
with	  other	  communities	  and	  regions	  

•  To	  have	  defendable	  data	  to	  balance	  needs	  of	  
residents	  with	  special	  interests	  	  

Purpose	  
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Methodology	  
•  Survey	  Description	  	  

q  Five-‐page	  survey	  
•  Method	  of	  Administration	  	  	  

q  By	  mail	  to	  a	  randomly	  selected	  sample	  of	  households	  
q  Each	  survey	  took	  approximately	  15-‐20	  minutes	  to	  complete	  

•  Sample	  size:	  
q  Goal	  number	  of	  surveys:	  	  600	  
q  Goal	  far	  exceeded:	  	  914	  completed	  surveys	  (30%	  response	  

rate)	  

•  Confidence	  level:	  	  95%	  	  
•  Margin	  of	  error:	  	  +/-‐	  3%	  overall	  
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2014	  City	  of	  Winchester	  Community	  Survey	  

Location	  of	  Survey	  Respondents	  
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Wards	  

6 6 

Bo#om	  Line	  Up	  Front	  (BLUF)	  
�  City	  issues	  that	  should	  receive	  the	  most	  emphasis	  over	  
the	  next	  2	  years	  
	  -‐	  Maintenance	  of	  city	  streets	  
	  -‐	  Quality	  of	  public	  schools	  
	  -‐	  Management	  of	  traffic	  flow	  on	  City	  streets	  

	  -‐	  Quality	  of	  public	  safety	  services	  

�  Performance	  measurements	  show	  high	  satisfaction	  with	  
major	  city	  services	  compared	  to	  other	  communities	  

�  There	  is	  strong	  consistency	  in	  issues	  to	  emphasize	  
compared	  to	  2011	  Survey	  Results	  
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Overall	  City	  Findings	  
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Q1a: Respondent Satisfaction with Quality of  
Public Safety Service (police, fire and rescue) 

LEGEND	  
Mean	  ra'ng	  	  
on	  a	  5-‐point	  scale,	  where:	  

	  
	  
	  
	  
	  
	  
	  
	  
	  
	  
	  
	  
	  
	  
	  

1.0-‐1.8	  Very	  Dissa'sfied	  
1.8-‐2.6	  Dissa'sfied	  

2.6-‐3.4	  Neutral	  

3.4-‐4.2	  Sa'sfied	  

4.2-‐5.0	  Very	  Sa'sfied	  
Other	  (no	  responses)	  

Ward	  Boundaries	  
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Q1h: Respondent Satisfaction with the  
Quality of Parks and Recreation Facilities    
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Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  

14 
Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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15 
Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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PERFORMANCE MEASURES 
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97%

81%

25%

24%

Overall quality of life

Overall value received for your tax dollars

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

Perceptions that Residents Have
of the City in Which they Live - 2014

Winchester, VA

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)

Source:  ETC Institute DirectionFinder (2014)

79%

52%

PERFORMANCE MEASURES 

18 

IMPORTANCE/SATISFACTION ANALYSIS 
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Public	  Safety	  Findings	  
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21 

22 

12%

33%

30%

26%

25%

19%

16%

9%

5%

3%

3%

Amount of street lighting

Efforts by City to prevent crime

Visibility of police in neighborhoods

Police efforts to reduce gang related activity

Overall quality of police protection

Visibility of police in Downtown Winchester

How quickly police respond to emergencies

How quickly fire & emergency personnel respond

Overall quality of emergency medical service

Overall quality of fire services

None chosen

0% 10% 20% 30% 40%

1st Choice 2nd Choice

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

Q7. Public Safety Issues That Should Receive the Most 
Emphasis Over the Next Two Years 

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)

One	  of	  Top	  3	  Issues	  in	  2011:	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
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23 

80%

49%

70%

61%

80%

71%

66%

77%

65%

78%

61%

64%

73%

60%

Local police protection

Visibility of police in neighborhoods

Visibility of police in downtown Winchester

Police response time to emergencies

Crime prevention

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

Winchester 2008 Winchester 2011 Winchester 2014

Overall Satisfaction with Police Services
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

*Not Asked in 2008

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  

24 

78%

61%

64%

73%

60%

76%

57%

56%

77%

67%

75%

58%

59%

72%

63%

Local police protection

Visibility of police in neighborhoods

Visibility of police in downtown Winchester

Police response time to emergencies

Crime prevention

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

Winchester East Coast Region U.S.

Overall Satisfaction with Police Services
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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89%

88%

92%

89%

88%

88%

Quality of fire services

Fire & emergency medical response time

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

Winchester 2008 Winchester 2011 Winchester 2014

Overall Satisfaction with Fire and Ambulance Services
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

26 

88%

88%

89%

90%

88%

87%

Quality of fire services

Fire & emergency medical response time

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

Winchester East Coast Region U.S.

Overall Satisfaction with Fire and Ambulance Services
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 
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97%

95%

85%

80%

72%

77%

57%

39%

47%

38%

Fire services

Police services

The City's overall efforts to prevent crime

Visibility of police in neighborhoods

Visibility of police in retail areas

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

Satisfaction with Various Public Safety Services 
Provided by Cities - 2014

Winchester, VA

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

Source:  ETC Institute DirectionFinder (2014)

88%

78%

60%

61%

64%
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Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Significantly	  Lower:	  	  	  
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31 
Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Significantly	  Lower:	  	  	  
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Parks	  and	  Recreation	  
Findings	  
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33 

34 

40%

27%

19%

18%

14%

13%

13%

12%

9%

Walking & biking trails in City

Maintenance of City parks

Quality of recreation programs for seniors

Quality of recreation programs for youth

Quality of recreation programs for adults

Availability of info. about recreation programs

Number of City parks

Outdoor athletic facilities

Availability of City recreation facilities

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

1st Choice 2nd Choice

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

Q5. Parks and Recreation Issues That Should Receive 
the Most Emphasis Over the Next Two Years 

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)

One	  of	  Top	  3	  Issues	  in	  2011:	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
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35 

80%

66%

40%

58%

62%

54%

84%

70%

54%

67%

69%

59%

76%

62%

47%

44%

60%

50%

Maintenance of local parks

Number of City parks

Walking/biking trails

Outdoor athletic fields

Youth recreation programs

Adult recreation programs

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

Winchester 2008 Winchester 2011 Winchester 2014

Overall Satisfaction with Parks and Recreation
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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76%

62%

47%

44%

60%

50%

76%

72%

54%

67%

73%

52%

78%

70%

56%

67%

68%

50%

Maintenance of local parks

Number of City parks

Walking/biking trails

Outdoor athletic facilities

Youth recreation programs

Adult recreation programs

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

Winchester East Coast Region U.S.

Overall Satisfaction with Parks and Recreation
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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37 

94%

90%

89%

85%

44%

31%

17%

37%

Maintenance of City parks

The number of City parks

Walking/biking trails 

Outdoor athletic fields

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

Satisfaction with Parks and Recreation Provided 
by Cities - 2014

Winchester, VA

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)

Source:  ETC Institute DirectionFinder (2014)

76%

62%

47%

44%
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mean importance

Higher Importance

Exceeding Expectations
Lower importance/higher satisfaction

Continued Emphasis
higher importance/higher satisfaction

Opportunities for Improvement
higher importance/lower satisfaction

Less Emphasis

Importance Ratings
Source:  Leisure Vision/ETC Institute (2014)

City of Winchester 2014 Community Survey  
Importance-Satisfaction Assessment Matrix 

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

Lower Importance

lower importance/lower satisfaction

 

 

Walking & biking trails in City

Maintenance of City parks

Quality of recreation programs for seniors

Quality of recreation programs for youth

Quality of recreation programs for adults

Availability of info about 
recreation programs

Number of City parks

Outdoor athletic facilities

Availability of City 
recreation facilities
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39 

39 

Maintenance	  Findings	  
	  

40 

21%

17%

15%

13%

16%

17%

14%

15%

12%

14%

10%

56%

58%

57%

53%

49%

45%

49%

46%

50%

34%

28%

18%

17%

17%

26%

19%

17%

24%

28%

21%

21%

20%

5%

8%

11%

8%

16%

20%

13%

11%

17%

31%

42%

Cleanliness of Downtown Winchester

Condition of street signs/traffic signals

Condition of major City streets

Cleanliness of public areas

Snow removal on major City streets

Condition of streets in your neighborhood

Maintenance of City street lighting

Attractiveness of streetscapes/medians

Cleanliness of stormwater drains in neighborhood

Snow removal on streets in your neighborhood

Condition of sidewalks in your neighborhood

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

Very Satisfied (5) Satisfied (4) Neutral (3) Unsatisfied (1/2)

Q9. Satisfaction with Maintenance in the City of 
Winchester

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

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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41 

12%

34%

29%

19%

17%

16%

13%

11%

10%

8%

8%

7%

Condition of sidewalks in your neighborhood

Snow removal on streets in your neighborhood

Snow removal on major City streets

Condition of major City streets

Condition of streets in your neighborhood

Maintenance of City street lighting

Cleanliness of public areas

Cleanliness of stormwater drains in neighborhood

Cleanliness of Downtown Winchester

Attractiveness of streetscapes/medians

Condition of street signs/traffic signals

None chosen

0% 10% 20% 30% 40%

1st Choice 2nd Choice

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

Q10. Maintenance Issues That Should Receive the Most 
Emphasis Over the Next Two Years 

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)

One	  of	  Top	  3	  Issues	  in	  2011:	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
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64%

68%

43%

69%

63%

70%

58%

62%

74%

64%

48%

79%

57%

64%

51%

69%

72%

62%

38%

75%

63%

65%

48%

66%

Condition of major City streets

Condition of neighborhood streets

Condition of sidewalks

Condition of street signs & traffic signals

Adequacy of City street lighting

Snow/ice removal on City streets

Snow/ice removal on neighborhood streets

Cleanliness of public areas

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

Winchester 2008 Winchester 2011 Winchester 2014

Overall Satisfaction with City Maintenance
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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43 

72%

62%

38%

75%

63%

65%

48%

66%

63%

60%

52%

75%

64%

73%

60%

60%

60%

57%

49%

78%

64%

67%

50%

64%

Condition of major City streets

Condition of neighborhood streets

Condition of sidewalks

Condition of street signs & traffic signals

Adequacy of City street lighting

Snow/ice removal on City streets

Snow/ice removal on neighborhood streets

Cleanliness of public areas

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

Winchester East Coast Region U.S.

Overall Satisfaction with City Maintenance
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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89%

86%

83%

73%

33%

42%

20%

21%

Overall cleanliness of public areas

Adequacy of City street lighting

Maintenance of major City Streets

Maintenance of City sidewalks

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

Satisfaction with Maintenance Services 
Provided by Cities - 2014

Winchester, VA

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)

Source:  ETC Institute DirectionFinder (2014)

72%

38%

66%

63%
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Higher Importance

Exceeding Expectations
Lower importance/higher satisfaction

Continued Emphasis
higher importance/higher satisfaction

Opportunities for Improvement
higher importance/lower satisfaction

Less Emphasis

Importance Ratings
Source:  Leisure Vision/ETC Institute (2014)

City of Winchester 2014 Community Survey  
Importance Satisfaction Assessment Matrix 

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

Lower Importance

lower importance/lower satisfaction

 

 
Condition of sidewalks in your neighborhood

Snow removal on streets 
in your neighborhood

Snow removal on major City streets

Condition of major City streets

Condition of streets in your neighborhood
Maintenance of City street lighting

Cleanliness of public areas
Cleanliness of stormwater 
drains in your neighborhood

Attractiveness of 
streetscapes/medians

Cleanliness of Downtown Winchester
Condition of street 
signs/traffic signals

46 

Communication	  
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13%

11%

13%

12%

12%

10%

12%

10%

7%

47%

44%

42%

41%

40%

41%

33%

33%

26%

30%

34%

37%

38%

39%

33%

46%

38%

43%

10%

11%

9%

9%

10%

16%

8%

19%

24%

Availability of info on City services/activities

Timeliness of information provided by City

Quality of City's website

Quality of information/content on City's website

Ease of use/navigation on City's website

Efforts to keep you informed about local issues

Quality of City's social media

 Ease of paying bills, etc. on City's website

Opportunity to be involved in local decisions

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (1/2)

Q11. Satisfaction with Various 
Aspects of Communication

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

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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25%

37%

28%

27%

17%

14%

7%

7%

6%

3%

Efforts to keep you informed about local issues

Opportunity to be involved in local decisions

Availability of info on City services/activities

Timeliness of information provided by City

Ease of paying bills,  etc. on City's website

Quality of City's website

Ease of use/navigation on City's website

Quality of information/content on City's website

Quality of City's social media

None chosen

0% 10% 20% 30% 40% 50%
1st Choice 2nd Choice

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

Q12. Communication Issues That Should Receive the 
Most Emphasis Over the Next Two Years 

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)

One	  of	  Top	  3	  Issues	  in	  2011:	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
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59%

53%

52%

54%

31%

59%

56%

52%
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46%

60%

55%

51%

53%

33%

Availability of info. about City services/programs

Timeliness of info provided by government

City efforts to keep residents informed 

Quality of the City's website

Level of public involvement in decision-making   

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

Winchester 2008 Winchester 2011 Winchester 2014

Overall Satisfaction with Communication
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  

50 

60%

55%

51%

53%

33%

62%

55%

54%

69%

49%

52%

47%

50%

61%

42%

Availability of info. about City services/programs

Timeliness of info provided by government

City efforts to keep residents informed 

Quality of the City's website

Level of public involvement in decision-making   

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

Winchester East Coast Region U.S.

Overall Satisfaction with Communication
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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86%

65%

31%
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Availability of info about programs/services

Level of public involvement in local decisions
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Satisfaction with Various Aspects of
City Communications - 2014

Winchester, VA

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)

Source:  ETC Institute DirectionFinder (2014)

60%

33%

52 

Sa
tis

fa
ct

io
n 

R
at

in
g

m
ea

n 
sa

tis
fa

ct
io

n

mean emphasis

Higher Importance

Exceeding Expectations
Lower importance/higher satisfaction

Continued Emphasis
higher importance/higher satisfaction

Opportunities for Improvement
higher importance/lower satisfaction

Less Emphasis

Emphasis Ratings
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City of Winchester 2014 Community Survey  
Importance-Satisfaction Assessment Matrix 

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

Lower Importance

lower importance/lower satisfaction

 

 

 

Efforts to keep you informed about local issues

Opportunity to be involved 
in local decisions

Availability of information about City

Timeliness of information provided by City

Ease of paying bills, etc. on City's website

Ease of use/navigation 
on City's website

Quality of City's website

Quality of information &
content on City's website

Quality of City's social media



1/22/15 

27 

53 53 

Code	  Enforcement	  
Findings	  
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40%

33%
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29%

28%

23%

18%

41%

29%

34%

34%

38%

36%

35%

12%

30%

28%

30%

28%

36%

42%

Enforcing sign regulations

Enforcing cleanup of junk/debris on private prop.

Enforcing maintenance of residential property

Enforcing cutting of grass on private property

Efforts to remove abandoned/inoperative vehicles

Enforcing removal of blighted property

Enforcing overcrowding regulations

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (1/2)

Q13. Overall Satisfaction With Code Enforcement
by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale ( excluding don't knows)

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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19%

37%

32%

31%

19%

17%

14%

8%

Enforcing removal of blighted property

Enforcing clean up of junk on private property 

Enforcing overcrowding regulations

Enforcing maintenance of residential property

Enforcing cutting of grass on private property

Efforts to remove abandoned or inoperative vehicle

Enforcing sign regulations

None chosen

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

1st Choice 2nd Choice

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

Q14. Code Enforcement Issues that Should Receive the 
Most Emphasis Over the Next Two Years 

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)

One	  of	  Top	  3	  Issues	  in	  2011:	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
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41%
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49%

38%

48%

47%

44%

56%

44%

40%

36%

39%

47%

34%

Clean-up of junk/debris on private property

Enforcing mowing/trimming on private property

Enforcing exterior maint of residential property

Enforcement of sign regulations

Efforts to remove abandonded/inoperative vehicles

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

Winchester 2008 Winchester 2011 Winchester 2014

Overall Satisfaction with Code Enforcement
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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47%
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47%

46%

59%

56%

46%

49%
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55%

54%

Clean-up of junk/debris on private property

Enforcing mowing/trimming on private property

Enforcing exterior maint of residential property

Enforcement of sign regulations

Efforts to remove abandonded/inoperative vehicles
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Winchester East Coast Region U.S.

Overall Satisfaction with Code Enforcement
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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77%

72%

21%

32%

Enforcing clean up of debris on private property

Enforcing sign regulations

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

Satisfaction with Codes Enforcement 
by Cities - 2014

Winchester, VA

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)

Source:  ETC Institute DirectionFinder (2014)
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City of Winchester 2014 Community Survey  
Importance-Satisfaction Assessment Matrix 

-Code Enforcement-
(points on the graph show  deviations from the mean satisfaction and emphasis ratings given by respondents to the survey)
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Enforcing removal of dilapidated 
housing & blighted property

Enforcing clean up of 
junk on private property

Enforcing overcrowding 
regulations

Enforcing exterior 
maintenance of 
residential property

Enforcing cutting of weeds & 
grass on private property

Efforts to remove abandoned 
or inoperative vehicles

Enforcing sign regulations
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49%

46%

11%

18%

14%

37%

38%

40%

28%

30%

9%

9%

36%

29%

34%

5%

7%

13%

24%

22%

Curbside recycling services

Residential trash collection services

Promote water conservation/protect its resources

Bulky item pick up/removal services

Household hazardous waste disposal service

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (1/2)

Q15. Satisfaction With Utility Services
by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale ( excluding don't knows)

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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36%

35%

32%

28%

23%

Household hazardous waste disposal service

Promote water conservation/protect its resources

Bulky item pick up/removal services

Residential trash collection services

Curbside recycling services

None chosen

0% 10% 20% 30% 40% 50%
1st Choice 2nd Choice

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

Q16. Utility Service Issues That Should Receive the 
Most Emphasis Over the Next Two Years 

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)

One	  of	  Top	  3	  Issues	  in	  2011:	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
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47%
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59%

52%

84%
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46%
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Residential trash collection services

Recycling services

Bulky item pick up/removal services

Household hazardous waste disposal service
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Winchester 2008 Winchester 2011 Winchester 2014

Overall Satisfaction with Utility Services
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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73%
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52%

Residential trash collection services

Recycling services

Bulky item pick up/removal services

Household hazardous waste disposal service

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

Winchester East Coast Region U.S.

Overall Satisfaction with Utility Services
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  
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(points on the graph show  deviations from the mean satisfaction and emphasis ratings given by respondents to the survey)
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Household hazardous waste disposal serv ice

Efforts to promote water 
conservation/protect water resources

Bulky item pick up/removal serv ices

Residential trash collection services
Curbside recycling services
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Customer	  Service	  
Findings	  
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Q18. Have you contacted the City of Winchester with a 
question, problem, or complant in the past year?

Yes
53%

No
47%

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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34%
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34%

32%
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17%

20%

24%

Accuracy of info. & assistance you were given

How quickly City staff responded to your request

How well your issue was handled
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Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (1/2)

Q18a-c. Statisfaction with Various Aspects of Customer
Service From Government Employees

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

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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The accuracy of the info/assistance given

How quickly City staff responded to request

How well your issue was handled
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Overall Satisfaction with Customer Service
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  

70 

73%

69%

66%

65%

70%

62%

64%

58%

58%

The accuracy of the info/assistance given

How quickly City staff responded to request

How well your issue was handled
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Winchester East Coast Region U.S.

Overall Satisfaction with Customer Service
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Satisfaction	  Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Satisfaction	  Significantly	  Lower:	  	  	  



1/22/15 

36 

71 
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Place to live

Place to raise children

Place to work

Direction that City is currently moving
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Excellent (5) Good (4) Average (3) Fair/Poor (1/2)

Q17. How Respondents Rate Winchester 
in Regards to the Following Aspects

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

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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As a place to live
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Overall Ratings of the Community
Trends 2008, 2011 & 2014

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)

Source:  2014 ETC Institute 

Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Significantly	  Lower:	  	  	  
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As a place to live

As a place to raise children
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Overall Ratings of the Community
Winchester vs. East Coast 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)

Source:  2014 ETC Institute 

Significantly	  Higher:	  	  	  	  	  	  	  	  	  	  	  	  Significantly	  Lower:	  	  	  
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The	  Vast	  Majority	  of	  Residents	  	  are	  Satisfied	  with	  the	  Full-‐
Range	  of	  City	  Services	  	  
	  
City	  Issues	  that	  Should	  Receive	  the	  Most	  Emphasis	  Over	  
the	  Next	  2	  Years	  
	  -‐	  Maintenance	  of	  city	  streets	  
	  -‐	  Quality	  of	  public	  schools	  
	  -‐	  Management	  of	  traffic	  flow	  on	  City	  streets	  

	  -‐	  Quality	  of	  public	  safety	  services	  
	  
Performance	  Measurements	  Show	  High	  Satisfaction	  with	  
Major	  City	  Services	  Compared	  to	  Other	  Communities	  
	  
There	  is	  strong	  consistency	  in	  issues	  to	  emphasize	  
compared	  to	  2011	  Survey	  Results	  
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Demographics	  
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18-24 years
2%

25-34 years
12%

35-44 years
16%

45-54 years
20%

55-64 years
25% 65-74 years

20%

75+ years
5%

Q20. Demographics:  Age of Respondents
by percentage of respondents (excluding not provided)

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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Under $20K
10%

$20K-$34,999
13%

$35K-$49,999
15%

$50K-$74,999
20%

$75K+
43%

Q21. Demographics:  Household Income
by percentage of respondents (excluding not provided)

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)
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93%

3%

3%

3%

2%

2%

Caucasian/White

African American/Black

Other

Hispanic 

Asian/Pacific Islander

American Indian/Eskimo
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Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)

Q22. Demographics:  Race/Ethnicity
by percentage of respondents (excluding not provided)
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Male
43%

Female
57%

Q24. Demographics: Respondents Gender
by percentage of respondents 

Source:  ETC Institute DirectionFinder (October 2014 - Winchester, VA)


