CoballﬂCommunityResearch

Supporting Decisions | Inspiring Ideas

City of Oak Creek Citizen Engagement
and Priority Study

June 2016




m Background on Cobalt Community Research

" 501c3 not tor profit research coalition
" Mission to provide research and education

" Developed to meet the research needs of
schools, local governments and nonprofit
organizations
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& Measuring Where You Are:
Why Research Matters

Understanding community values and priorities helps you plan
and communicate more effectively about City decisions

" Perception impacts behaviors you care about

" Understanding community perception helps you improve and
promote the City

" Community engagement improves support for difficult
decisions

" Reliable data on community priorities aids in balancing
demands of vocal groups with the reality of limited resources

= Bottom line outcome measurement of service and trust: Good
administration requires quality measurement and reporting
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Support budget and strategic planning decisions

" Identify which aspects of community provide the greatest
leverage on citizens’ overall satisfaction — and how
satisfaction, in turn, influences the community’s image and
citizen behaviors such as volunteering, remaining in the
community, recommending it to others and encouraging
businesses to start up in the community

= Compare performance to 2011 Engagement & Priority
Study

" Benchmark performance against a standardized
performance index statewide, regionally and nationally
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Random sample of 1500 residents drawn from voter records

» Utilized www.random.org, a well-respected utility used
internationally by many universities and researchers to
generate true random numbers

" Conducted using two mailings in April and May 2016

" Valid response from 578 residents, providing a conventional
margin of error of +/- 4.0 percent in the raw data (95%
confidence) and an ACSI margin of error of +/- 1.7 percent
(95% confidence)

2016 = 578 responses (440 sample, 138 volunteer), margin of error
+ /- 4.0% (95% confidence)

= 2011 = 552 responses (533 sample, 19 volunteer), margin of error

+/-4.2% (95% confidence)

* Note: National surveys with a margin of error +/- 5% requite a
sample of 384 responses to retlect a population of 330,000,000
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http://www.random.org/

The City’s overall American Customer Satisfaction Index (ACSI) score 1s 69 (scale
1 to 100)

= 2011 Oak Creek = 68
= 2016 Sample ACSI Score = 70
= 2016 Volunteer ACSI Score = 66
" There are several areas where improvement can have significant impact. These are

not necessarily areas with low (or high) scores, just where improvement can have

the biggest bang for the buck:

=  Local Government Local Government
=  Economic Health Economic Health
= Transportation Infrastructure Property Taxes

" Library

" Detailed information by specific demographic groups is available to aid in policy
review

= Detail by: sample or volunteer, years of residency, own/rent, age, education, income,
marital status, household composition, gender, ethnicity, Aldermanic district, job status,
and length of commute
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Detailed questions and responses broken by demographic group and
“thermal mapped” so lower scores are red and higher scores are blue

" Online portal to allow side-by-side comparisons of groups and subgroups
(for example, breaking down the scores of individuals divided by age,
gender, etc.)

= Online portal allowing download of data into MS Excel

" Comparison scores with local governments in Wisconsin, the Midwest and
across the nation

" Comparison scores with non-local government comparables (industries,

Census Bureau Regions

companies, federal agencies)
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Comparing 2011 and 2016

(High score = 100)

Areas with strong impact on overall engagement
Creek Creek '11t0'16
Transportation Infrastructure
Fire and EMS
Ut|||ty Services -3
__
Property Taxes -4

Local Government ““

Economic Health 56 | 64 | 8
Parks and Recreation ___

Library

ACSI Score

Community Image 75
Recommend as a place to live 72
Remain in community 74
Plan to volunteer 45
Encourage business start-up 61
Support current city administration 61

3
7
1
1
1

» 4= = = o = mp el
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(High score = 100)

& Key Outcomes to Benchmarks

ACSI Score

Overall Community Image

02011 Oak Creek
02016 Wisconsin 25-100k
m 2016 National

Remain in community

Recommend as place to live

@ 2016 Oak Creek
2016 Midwest
02016 National 25-100k

Plan to volunteer

Encourage business start up
Support current government
administration

m 2016 Wisconsin
02016 Midwest 25-100k
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&

Quality of Life Components to Benchmarks

(High score = 100)

Overall Fire and EMS
Overall Transportation
Overall Utility Services

02011 Oak Creek
02016 Wisconsin 25-100k
m 2016 National

Overall Property Taxes

Overall Police Department
Overall Local Government

@ 2016 Oak Creek
2016 Midwest
02016 National 25-100k
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Perceived Performance

& Understanding the Charts:
Community Questions — Long-term Drivers

High scoring areas that do not
currently have a large impact on
engagement relative to the other
areas. Action: May show over
investment or under
communication.

High impact areas where the
City received high scores from
citizens. They have a high
impact on engagement 1f
improved. Action: Continue

investment

Low scoring areas relative to the
other areas with low impact on
engagement. Action: Limit
investment unless pressing
safety or regulatory
consideration.

High impact on engagement
and a relatively low score.
Action: Prioritize investment to
drive positive changes in

outcomes.
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() Drivers of Satisfaction and Behavior:

Strategic Priorities

Fire/EMS Higher Impact,
Higher Satisfaction
Utilities
Police
) _
= Q Library
‘»
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»
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=
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8 75 Q Parks/Rec
o
(<]
(&)
c
@
S ]
2 QTransportation Local Gov ‘
él__) .
Property Taxes Q Economy
‘ Higher Impact,
Q Lower Satisfaction
61 — - -
0.0 1.0
Impact on Overall Engagement and Satisfaction

2.0
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2.

Drivers of Satisfaction and Behavior:

Strategic Priorities — Compared to 2011

ire/lE
.

Utilities

Higher Impact,
Higher Satisfaction

0.0 1.0
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() Drivers of Satisfaction and Behavior:

Economic Health

£ = 2 2 3 8 z
© 2 =) G © E £
% o Y— > : [¢] C
o o o o > =}
o = > < 2> > 2
£ = = o = o =
S = S 2 g & g
(@) (@04 = = = o
o _% cg o “
I-I=J © < © -
@ o 2 iy
S E = c
> 9 )
O [ b=
n (7))
02011 Oak Creek @ 2016 Oak Creek m 2016 Wisconsin
02016 Wisconsin 25-100k 2016 Midwest 02016 Midwest 25-100k
m 2016 National 02016 National 25-100k

CobaltCommunityResearch.org Page 18



() Drivers of Satisfaction and Behavior:

Transportation Infrastructure
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() Drivers of Satisfaction and Behavior:

Overall Library

Hours of operation

02011 Oak Creek
02016 Wisconsin 25-100k
m 2016 National

Location(s)

Adequacy of building

@ 2016 Oak Creek
2016 Midwest
02016 National 25-100k

Selection of books and
resources
Variety of programs

m 2016 Wisconsin
02016 Midwest 25-100k
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() Drivers of Satisfaction and Behavior:

Parks and Recreation
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Police

() Drivers of Satisfaction and Behavior:

Overall Police Department

02011 Oak Creek
02016 Wisconsin 25-100k
m 2016 National

Safety education

Fast response

@ 2016 Oak Creek
2016 Midwest
02016 National 25-100k

Enforcing traffic laws

Efficient and professional
handling of calls and complaints

m 2016 Wisconsin
02016 Midwest 25-100k
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Planning & Budget
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City Government
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© Rating Contact with City Hall

=10.0)

6.0

Average Score (High

Ease of reaching Clarity of the Accuracy of Speed of
the appropriate process you the response the response by staff
person needed to follow 22011 =2016

Follow-up provided Professionalism

and courtesy of
staff
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© Rating City Website

OAKCREEK

=10.0)

6.0

Average Score (High

Timeliness of the Clarity of the Relevance of Ease of finding Ease of filling  Ability to complete
information information the information the information out forms transactions online

m2011 =2016
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m Rating City’s Social Media

10.0)

6.5

6.0

Average Score (High

5.5

5.0

4.5

4.0

Timeliness of the
information

Clarity of the information

2016

Relevance of the
information

Ability to interact with staff to
get questions answered
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Do you know your Alderman?

Percentage Specifying

200 ——— —

10% ———— —

0%

Yes No

2011 =2016
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Residential Housing Market
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m Avallability and Affordability of Housing
: Options in the City

8.0

7.5

7.0

10.0)

6.5 6.6

6.0

5.9 5.9

5.5

Average Score (High

5.0

4.5

4.0

Single family Multifamily residential Housing choices for  Housing options for  Housing options for
residential housing housing college grads/young empty nesters seniors
families

m Availability = Affordability
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Transportation Infrastructure
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m Level of support for strategies to fund
: Increased repair/replacement to infrastructure

OSupport @Oppose BUndecided/Need More Information

100% -~

90% -

80% -

70% -

60% -

50% -

40% -

30% -

20% -

23% 23%

10%
18%
16% 106

0% T T T .
Implement/increase fees  Use of special assessment Increase City taxes Increase State taxes Increase Federal taxes
(through legislative action) (through legislative action)
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Amount residents are willing to pay annually for
m Increased levels of repair/replacement to the

Infrastructure in the City?

35%

30%

25%

20%

Percentage Specifying

15%

10%

31%

17%

16% 16%
14%
5% _
4%
3%
0%
None $1 to $10 $11 to $25 $26 to $50 $51 to $75 $76to $100 More than $100
CobaltCommunityResearch.org Page 36




m How should public transportation be
' expanded in the City?

50%

40% ——
o
ey
s,
8 300
L 30% ——
)
()
o
S
c 48%
(]
et
[O]
o 20% ——-

° 38%
10% ——-
18%
16%
7%
3%
0%
We should not Bus Bike rental Train Streetcar Other
expand public
transportation in the
City
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Priorities and Preferences
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INgs?

Ic planning meet

trateg

What should the City consider in the
upcoming S

62%

37%

37%

39%

27%

20%

20%

18%

11%

12%

70%

60%
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40%

30%
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e Should the City invest Iin providing live
broadcasts of City meetings on Public Access?

50%

40%

69%

Percentage Specifying

30%

20% —

10% —— 21% —

10%

0%

Yes No Not sure
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m Communication Preference
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Word Cloud:
Which streets are in special need of maintenance or

repair?
Top Themes: FUBHECHIELEESEFURESTSIDE“LKS NUEUE[]S“H"“L
| NICHDLEUNAVE S

1. 13" St (atR T
Rd) (at Ryan TURNn KwnnDR HN

2. Oakwood Rd. LCATNYE"S'RA“SUNSTRERE HOWELLm
5. PuszR. o SOUTHPENNSYL ANIASTEL"
4. Pennsylvania Ave. I]REXE c[]r:]um'HY
5. Rawson Ave. E ”LIGHTS]JE""BTHBT&U T tramz
L Sersttoneeatien 100.. RD”EH"E ““““
L1TH
TRACKS
KNOW™"

Note: See full list of comments for context
CobaltCommunityResearch.org Page 42



Word Cloud:

m In your opinion, what are the two most important issues

facing the City of Oak Creek?

POLICEC

3. Schools

(more schools to
support growing
community,
ensuring quality
school)

Note: See full list of comments for context
CobaltCommunityResearch.org Page 43
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Top Themes: au:ﬁlxuf‘u?[uuPnLE sﬁ!l;‘zlﬁﬁﬁes

1. Taxes H I EI
(high property tax  QUALITY
rate, better control S:;EElhEreaSE

flaxincreases) 2 2\.Y - QrOADSC it
> oo cmiCOMMUNIT TAXE (EEPING.

ARE A-=-GETTING RESPONSIBLE

(managing growth 2t

appropriately, EL’UI#EG R [] w I N [;

o NEEDGROWT HEITYES

and taxes) w L citizens Sl | 4 &d W0l B B NP 0 R COMERCIAL"
hew

FAMILY hulldnﬁﬁgﬁ'ﬁw

"""""" FACTLITIES somt A e
FESII]EHTI!.L ffTHEET H 0 Uéf!q}ﬂﬁg Eggﬁ%ﬁﬁg
s CHOOE::

ATTRACTING

iiiiii

THINK loal EUNTRUL'-'EET
Bl n Lk E &Y

........................................ AELESS [: R I ME

FAS'I' HE]HES

SIDEWALKS



Word Cloud:
When you imagine Oak Creek in the next ten years,

what do you want it to be known for?

Top Themes: malieducat HIE:::]HI{LIV Eségfdékr{tsmﬁ
1. Safe community “TAFF() BMDWABLE =¥ ESHOPPING

2. Greatplaceto  GOHLM IL-hm Creek=

li w s heighborhe -!s """ B pa\"
3. gsod schools f.'.fg?FEELGOODE [] M MﬂU N;I Y RAISE
4. Vibrant TAXESFR I E N Dh“y "' §:ﬁm TE""“EM Cl TY“E"EE?:

business WORK® = [:people=

AGES EEEEE

FLM'
community and  CARES= H@EBUSWES !!MT

=5 PROGRESSIVE SEI'VIEES Mllwa[.Ikee mELy LY vt 1 1Y LW W) Leme

quality = SAFETY
shopping TOWN ™
opportunities RINE™

Note: See full list of comments for context
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Implementing Results
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m Perception v Reality: Minimize Distortion

or Fix Real Performance Issues
\ p

Perception gap:
Respondents rated based

on an inaccurate idea or
understanding. Address
with communication
strategy to change that
perception.

Real performance issue:
Address with an
improvement plan. When

performance improves, it
becomes a perception gap
to address with a
communication strategy.
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m Strategy is About Action:
: Improve Performance to Improve Outcomes

The diagram at the right provides a framework for
tfollowing up on this survey.
= The first step (measurement) is complete. This

measurement helps prioritize resources and create a
baseline against which progress can be measured.

" The second step is to use internal teams to further
analyze the results and form ideas about why

respondents answered as they did and potential

actions in response. 2
Ideas/

" The third step is to validate ideas and potential lelemem Brainstorm
actions through conversations with residents and
line staff — do the ideas and actions make sense.
Focus groups, short special-topic surveys and
benchmarking are helpful.

" The fourth step is to provide statf with the skills
and tools to effectively implement the actions.

= The fifth step 1s to execute the actions.

= The final step is to re-measure to ensure progress
was made and track changes in resident needs.
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