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Residents give quality of life, city services

high marks in survey

Most Scottsdale residents think highly of their community and quality of life and place strong

trustin local government, according torespondents toa local
Survey.

versionof the National Citizen

The overall quality of life in Scottsdale was rated “excellent” or “good” by 94 percent of survey
participants. That's the highest percentagesince Scottsdale beganusing the surveyin 2003.

#The results validate what everyone who spends time in our community comes to understand—
that Scottsdaleis agreat placetolive, work and visit,” said Scottsdale Mayor W.J. “Jim”" Lane.

“That's no accident. Our quality of life is exceptional because of our engaged citizens, the
commitment of our business communityand the professionahsm of our city employees. Ittakes
everyone working togetherto make a strong community. We have one and we will continue our

efforts to ensure Scottsdale remains one of the nation’s great

cities.”

scottsdale residents feel good about their community’s characteristicsand services, according
to the survey. Of the 26 characteristicswhere comparisons with other communities were
available, Scottsdale residents rated 21 above the national benchmark.

Characteristicswiththe most favorable ratings include the ove

cleanliness of Scottsdale, theimage and reputation of the com
opportunities.

rall appearance of Scottsdale, the
munity and scottsdale’s shopping

The surveywas conducted by the National Research Center, Inc. It was developedto provide a

statisticallyvalid survey of resident opinions about community

and local government services.

Surveys were mailed to 1,050 scottsdale residentsin November and December 2010. There
were 293 surveys completed and returned, for a margin of error of plus or minus 6 percent.

The surveyand associated documents are available at www.ScotisdaleAZ. gov/CitizenSurvey.
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ATTACHED:Scottsdale Citizen Survey Fact Sheet




National Citizen Survey
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Home | Scottsdale Citizen Survey

Citizen Su rvey nghhgh ts CURRENT NEWS RELEASES

MEDIA CONTACTS
Highlights from Scottsdale’s Citizen Survey

Scottsdale residents value their quality of life and give high marks to local businesses and LB AT L

TR TS T VISITORS ONLINE SERVICES JOBS RSS city employees, according to the National Citizen Survey conducted in December 2010. SUBSCRIBE TO CITY ENEWS
Moteworthy excerpts from the survey are highlighted below. TRAFFIC RESTRICTIONS
Home SCOTTSDALE UPDATE
- A great place to live and retire
ev . . . . . . . ETICKET EVENTS VIDEQ
SCOttSdale Cltlzen Sur\ e\ Scottsdale residents give high ratings to their guality of life:

PROJECTS OF INTEREST
Most Scottsdale residents think highly of their community and quality of life and place
strong trust in local government, according to respondents to a local version of the
National Citizen Survey conducted in Scottsdale in 2010.

® 96 percent rated Scottsdale as either an "excellent” or "good” place to live - that SOCIAL MEDIA CENTER
ranking puts Scottsdale in the top 5 percent of 319 benchmark cities that asked
residents the same question (15th of 319 cities).

® 94 percent rated Scottsdale’s overall quality of life as either "excellent” or "good” -
which puts Scottsdale in the top 6 percent of 371 benchmark cities {21st of 371

ARCHIVED MEWS RELEASES
The overall quality of life in Scottsdale was rated "excellent” or "good” by 94 percent of
survey participants. That's the highest percentage since Scottsdale began using the
survey in 2003.

cities).
o Vs Highlights from the sirvey results e 91 percent rated Scottedale as an "excellent” or "good” place to retire - the
o Download the full report (Adobe PDF, 771kb) second-highest rating given in any of the benchmark cities (2Znd of 293 cities). EMAIL SUBSCRIPTIONS
e Download the benchmark comparisons (Adobe PDF, 176kb) ¢ 96 percent would recommend living in Scottsdale to someone who asked - which CITYCABLE11 PROGRAMMING
e Download the geographic subgroup comparisons (Adobe PDF, 203kb) puts Scottedale in the top 10 percent of 147 benchmark cities (14th of 147 cities).
e Download the web survey results (Adobe PDF, 235kb) ® 92 percent are "very” or "somewhat” like to remain in Scottsdale for the next five p_,] NEWS RELEASES RSS FEED
years - the seventh-highest rating in any of the benchmarl cities (7th of 146
cities).

About the Scottsdale Citizen Survey

Scottsdale reqularly surveys its residents about their overall quality of life and asks for EMAIL SUBSCRIPTIONS
specific feedback about municipal services, public safety, customer service and resident
participation in community events and activities.

-~
In November 2010, a number of Scottsdale households were randomly selected to W HEWS RELEASES RSS FEED .
participate in the survey. The survey was conducted by the National Research Center,

Inc., and is designed specifically for use by local governments.

CITYCABLE11 PROGRAMMING

Because similar surveys are conducted in hundreds of jurisdictions, Scottsdale can

° °
compare its results with other cities across the country. a Va I a e O I I I I | e

To learn more about the National Citizen Survey, visit
http://www.n-r-c.com/services/nationalcitizensurvey.html|

www.ScottsdaleAZ.gov/CitizenSurvey




National Citizen Survey
CITY

KEY RESULTS FROM CITIZEN SURVEY

Overall Quality of Life in .
Scottsdale
Overall Quality of Services .
Provided by the City
Overall impression of city
- employees

Value of services for the
Taxes paid to Scottsdale

Compared to

Percent “excellent” or “good” 2006 Survey

www.ScottsdaleAZ.gov/CitizenSurvey
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National Citizen Survey

Strengths & Opportunities

' Strengths

| Excellent city services
A great place to Top-ranked and responsive

live and retire businesses :
employees

_ Opportunities

Drinking Water acceptance of

WWW.Sco t,tsdaleAZ.go CitizenSurvey

www.ScottsdaleAZ.gov/CitizenSurvey




Annual Report to Our Citizens

Page 2 - Performance

| Av : — What did you do?
How are we doing? Measuring our productivity and performance. HOW Wel]- did y011 do it?
What do your customers

Scottsdale Statistics Fiscal Year End 2010 2011 Trend Citzen Survey Ratings* 206 2010 Trend Benchmark*

Aaes of landagquired forthe 399 2,001 & Scoftsdaleasa placeto lve W% 96% 4 fuch above A ?
McDowell Sonoran Preserve Overall quality of Ife 0% 9% 4  Muhaboe thlnk I
Annuala?{endatlwceatﬂalﬂés, ) 8,634,522 8,855,120 * Overall appeance % W% g WMichaboe ?
community centersand libraries H W d
h Services provided bythe city 81%  88% 4 fuch above O O yOll CO mpa‘re 4
arges resolved by the Gty Gourt 113,382 108,003 2 3
Hew e e menticases 16452 16,000 3 Rating serviceby cityemployees ~ 76%  83% % fuch above Scottsdale Statistics Fiscal Year End 2010 201 Trond
Respi s by the Fre Deatment 229% 2558 P Value of services for taxes paid 69% 4% + fMuch above
AL e 3 ’ e T Acres of land acquired for the 399 2,001 *
elected Jervice ings™ L 010 b K
Average Fire Department response 428 422 8 Police % % P T McDowell Sonoran Preserve
time to emergency calls {in minutes)
Drinking atersupplid g4 @79 B o o B SO 5 Citizen Survey Ratings* 2006 2010 Trend Benchmark*
(million gallons per day) Street Repair 60% 67% 4  Muchaboe x
Homes serviced by residential refuse 79,006 79,342 +* Garbage Collection 38% 9% 4 fuch above Scottsdaleas a place tolive 94% 9%6% ‘ Much above
collection
2 Recycling 7% % 4 Muchabowe < :
Tnt_alcnm &s perthousand (Scattsdale 2.6 28.2 2 Selected Service Ratlngs* 2006 2010 Trend Benchmark*
Uniform Crim e Report, Part 1) Gty Parks 4% 3% 4 fuch above
fverage Police Department response 501 457 M PublicLibrary 8% 9% 4  Muchaboe Police 8% 0% 4 Much above
time to emergency calls (in minutes) e ” P R
& ENTOrcem en uch apove 3 /
Snttsdale Airport takeoffs & landings 156,896 136,089 L g = Fire 6% %% . Abore
Drinking Water 2% 5% + fuch below
Total citywide transit ridership 3,103,785 2,539,744 2
Stom Drainage 48%  70% 4 Muchaboe Residential utility bill

Pexent treetlent"or ood” Yompared  anational database of wmmunt y stings
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| $78.03
T 7 -:
157803 _ $70.69
(ol e By

Gioee
i cinouen KRR
0.45 1.50
u m Pl Typical water, garbage and sewer charges as of Sept. 1, 2011

AsofdulyT, 2000 As of kil T, 2017 Tipiani wiater, garbage and s we rchargesasofSept. 7, 2001

How do we compare with our neighbors?
Property tax rate per $100assessed value localretail salestax rate Residential utility bill

T - -

www.ScottsdaleAZ.gov/finance




National Employee Survey

— eFull Survey

o NEVYS GC"Y EMPLOYEES oTOOLBGX o APPLICATIONS I want to: ... - R e S u I t S
B available

Print Resize Text [

2 SCOF;
{:‘:20‘ 4 :‘;tk > Home Page > City Manager's Office » 2011 Add to My Links
i -si'\,“; Scottsdale Employee Survey e
G onitine
N
s v 2011 Scottsdale Employee Survey

Pul
City Manager's Office (&) ([ esported: 572772012 0114w °
In June 2011, the City of Scottsdale partnered with National O r u I I I S O

Staff Bi Research Center to conduct a citywide employee survey.
=Ll Blos Employees were asked guestions about their job

ottsdale Employee satisfaction,work environment, compensation, supervisory
: relationships, organizational climate and communication.

STHETIE: (TS The city will use this survey data to begin an organizational .

Scottsdale Overview discussion about the current state of the organization and how W I t
things can be improved moving forward. City leadership is

Management Forums committed to exploring the data in-depth, identifying and

celebrating areas of success, determining improvement

strategies where needed, and putting those strategies to e m O e e S
work to make the city better.

Download the 2011 Employee Survey

report (pdf/1.8mb/100pp) ° IVI u Iti p I e

Update 6 includes cross tabs by employment status, socio-
demographics; cross tabs by division; correction to weighting

based on management status; fixed typos and labeling
errors; and correction & comparative data to 2010 internal e e a C

saervices survey.

Download the draft action plan O p p O rt u n it i e S

Download the Employee Survey Forum Handouts

Download the Employvee Survey Forum Presentation

[ ]
eAction Plan
Download the Employee Survey Forum Presentation

Supplements

Download the Report of Additional Feedback Received To Date D eve I O p e d by

Download the Executive Committee Agenda Packet and Draft

Dovnce Executive Team

ICMA




National Employee Survey

&
e @&i’i; Areas for improvement - strongest negative ratings

* % Negative * % Strongly Disagree

Links pay to performance . 68% 84%

High performing employees 60% 81%

Listens to employees 3%

4%

Low performing employees

Fair wages* 3%

70%

Welcomes employee involvement

Career advancement 6% 66%

5%

Discipline is fair

Benefits* 28% o

Timely information 56%

Shares mission and values* S— 50, 95%

92%

Information on problems and issues

* Key Drivers for Job Satisfaction

ICMA



National Employee Survey

Overarching Goal

ACTION PLAN

Improve overall employee job satisfaction while continuing to provide quality customer service.

Strategic Direction Consistent with Employee Values

A. Listen, communicate, and take
appropriate action to resolve
concerns.

B. Encourage continuous learning and
career growth.

Areas for Improvement Identified in the Employee Survey

C. Make decisions with integrity using a

collaborative process.

D. Respect employees by recognizing
their contributions and performance.

1. Listen to employee opinions

2. Communicate information in a timely
manner

3. Send out information that helps
employees to understand the
problems, issues and opportunities
facing the City

Action Item to Respond to Areas for Inprovement

1. Provide adequate opportunities for
career advancement

2. Coach or mentor new employees

3. Provide opportunities that help
employees to develop knowledge
and skills

Communicate the City's strategic
direction, vision, mission and values

Model standards of ethical behavior
and the Employee Values

Welcome employee involvement in
decision-making

1. Reward high performing employees

2. Deal with low performing employees
by applying discipline fairly and
consistently

3. Link pay to performance and provide

a fair wage and benefits for work
responsibilities

1. Reestablish face-to-face forums of
various types to share about
strategic direction, solicit employee
opinions, and recognize exemplary
employee achievements

2. Develop and implement citywide and
division employee communication
plans, in conjunction with the Office
of Communication

3. Send out recaps of presentations on
City issues from Management
Forums and Executive Team
meetings to all employees

Team members

1. Commit to advertising all vacancies
at least internally to ensure all
interested and qualified employees
have an opportunity to apply

2. Provide training for all directors and
executive directors in coaching and
mentoring techniques so they can
coach and mentor new (and other
interested) employees

3. Analyze, revise and identify funding
for training and tuition assistance
programs to support the professional
development of city employees

Work with the Council to set up a
working session to review and affirm
the City’s mission and priorities

As an executive team, review the
Employee Values and identify
management actions, behaviors and
commitments that model each value
and share with the organization

Explore ways to increase employee
involvement in decision-making
processes, and implement the best
ideas.

1. Revise and identify funding for
Superior Performance and Employee
Awards programs to recognize and
reward high performance

2. Revise and simplify performance
review process to ensure employee
evaluations are fair, consistent,
timely, and useful

3. Revise and identify funding for a Pay
for Performance (merit pay) system
based on best practices identified
through total compensation review

Kelly Corsette (team leader), Bernadette La Janet Cornell, Brad Hartig (team leader), Kroy Ekblaw, Helen Gdndara , Tom Shannon, Marshall Brown, Brad Hartig, Paul Katsenes (co-
Mazza, Alan Rodbell, David Smith, and Dan Carolyn Jagger, Velicia McMillan, Dave Brent Stockwell (team leader), Sharron Walker  team leader), Velicia McMillan, Bill Murphy and
Worth Richert and Terry Welker and Bruce Washburn Garret Olson (co-team leader)

04/05/12
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Lessons Learned

Share all reports online

Summarize key results

Walk users through the reports

Ask for feedback

Include in performance and annual reports

Delve deeper when opportunities for improvement
Use for action planning
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