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Purpose

To objectively assess resident satisfaction
with the delivery of City services

To help determine priorities for the
community

To set a baseline for future surveys

To compare the City’s performance with
other communities regionally and
nationally



— Methodology

Survey Description
seven-page survey
each survey took approximately 15-20 minutes to complete

Method of Administration

by mail and online to randomly selected sample of households
throughout the City

Sample size:
number of completed surveys: 307

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

Confidence level: 95%

Margin of error: +/- 5.6% overall



Location of Survey Respondents _—

Good representation
throughout the City

City of Oregon City 2018 Citizen Satisfaction Survey



- Bottom LineUp Front—

Residents Have a Positive Perception of the City
84% rated the City as an excellent or good place to live
76% rated the City as an excellent or good place to raise children

Oregon City Rates Higher Than Other Cities in the Overall
Quality of City Services

The City rated 21% above the Northwest Regional Average and 15%
above the U.S. Average in the overall quality of City services

Oregon City Rates Higher Than Other Cities in Providing
Customer Service

The City rated 14% above the Northwest Regional Average and the
U.S. Average in the quality of customer service provided by City
employees

Top Priorities for the City:
Maintenance of City Streets
Effectiveness of Economic Development
Parks, Trails and Open Space
Enforcing Codes and Ordinances



Major Finding #i

Residents Have a Positive
Perception of the City




Q3. Satisfaction with ltems That Influence
Perceptions of the City

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

Overall quality of services provided by City B 55“;5; | 29";'6 8%
Overall feeling of safety in City 44“.»3. | 23% | 21%
Owverall image of City 38% | | 29% | 19%
Availability of fraining or educational opportunities 37% | | 38% | 11%
Overall development across City :?;2% | 31% | Iaﬂ'ﬁ
Overall quality of new development :IEU% | 33%I 29%
Owerall value that you receive for your tax & fees 31I% | 3?%I | 28%
How well City is supporting growth & development Z'Eli% | 30% | :;.51&
Availability of job opportunities 2?;’}6 | 42% | | 26%
0% 2[j°fa 4[j°fu GﬁDEu BIZJI“:-’u 100%

|-"u"EF'_-.-‘ Satisfied (5) OSatisfied (4) ONeutral (3) EDissatisfied (1/2) |

¥ a- netitinta (118
8-1 Ratio of Residents Who Are Satisfied vs. Dissatisfied with the
Overall Quality of Services Provided by the City (64% vs. 8%)




Q22. Ratings of Oregon City

by percentage of respondents who rated the item as a 1o 5 on a S5-point scale (excluding don't knows)

As a place fo live 57% 8% | 8%
As a place to raise children 53% 13% | 1%
Overall quality of life in City 53% 19% 12%
As a place to connect & interact with 45% 299/, 11%
your neighbors
As a place to work 34% 29% 21%
As a place with a variety of housing choices 42% 28% 24%
As a place for dining & entertainment options 31% 20% 41%
As a place to shop 26% 23% 45%
0% 20% 40% 60% 80% 100%

|-Ex|:eller1t (9) OGood (4) ONeutral (3) mBelow Average/Poor (2/1) |

Most Residents Feel that Oregon City Is an Excellent or Good Place to
Live and Raise Children




Q1. Overall Satisfaction with City Services
by Major Category

7 by percentage of respondents who rated the item as a 1to 5 on a S-point scale (excluding don't knows)
Quality of City's public library services 33% | 12% B%
Quality of police services 45% 16% [5%
Quality of City sewer services 4I?% | 25'2;5 9%
Quality of City parks/trails/open space 46% 23% 16%
Quality of City water utilities 42I% | 24% | 14%
Quality of customer service from City employees 41I% | 32%; %
Quality of City's recreation programs 42‘:&; | 30% | 12%
Effectiveness of City communication w/ the public 40% | | 32% | 17%
Overall maintenance of City streets | 36% | 24%; .31“
Quality of Municipal Court services | 33% | | 52% | ’ﬁ
Enforcement of City codes & ordinances | 28% | 33%. | 28%
Effectiveness of City economic development efforts ﬁﬂ% | 30% | -33“
Quality of permit process 13% | 50% | | 23%
0% 20% 40% 60% 80% 100%

[mvery Satisfied (5)OSatisfied (4) CNeutral (3) EIDissatisfied (1/2) |

With the Exception of Economic Development, Maintenance of City Streets, and Enforcing
Codes, Less Than 25% Were Dissatisfied with Any of the Major City Services




Overall Quality of Services Provided by the City

. b 4

Most areas are in BLUE,
indicating that residents
throughout the City are

satisfied with the overall
quality of City services

Citizen Satisfaction

Mean rating on a 5-point scale

B 1.0-1.8 Very Dissatisfied
1.8-2.6 Dissatisfied
2.6-3.4 Neutral
3.4-4.2 Satisfied

B 2.2-5.0 Very satisfied

28%3 No Response

= &) ETC -
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Major Finding #2

How Oregon City Compares to
Other Communities




Overall Satisfaction with Major Categories of City Services
Oregon City vs. United States vs. Northwest Region

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)

84%
Quality of City's public library sewicesm o

fQuality of police services A

. . . | | I 657
Quality of City sewer services 65%
. | — 165%

2

Quality of City's parks/trails/open space

Quality of City water utilities

fQuality of customer service from City employees

’Qualit&r of City's recreation programs

fEﬁectiveness of City communication w/ the public

Overall maintenance of City streets ”1
o,

‘ Enforcement of City codes & ordinances

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

|-Oregon City mUnited States CINorthwest Region ‘

Significantly Higher: Significantly Lower:




Satisfaction with ltems that Influence

Perceptions of the City
Oregon City vs. United States vs. Northwest Region

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

64%
f Overall quality of services provided by the City

P Overall feeling of safety in City 69%
70%!
'Overall image of City 64%
65%
36%
Overall value that you receive for your tax & fees 38%
36%
0% 20% 40% 60% 80% 100%

|-Dregnn City mUnited States CONorthwest Region

Source: ETC Institute (2018)

Significantly Higher: Significantly Lower:



Overall City Ratings
Oregon City vs. United States vs. Northwest Reqgion

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

84%

fﬁ.s a place to live

fﬁ.s a place fo raise children

Owerall quality of life in City

80%

As a place to work 54"5:"::

0% 20% 40% 60% 80%

100%

|-Dregun CitymUnited States ONorthwest Region

Source: ETC Institute (2018)

Significantly Higher: Significantly Lower:



Overall Satisfaction with Public Safety
Oreqgon City vs. United States vs. Northwest Region

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}

73%
f‘u‘isibility of police in the community
66%
2%
f How quickly police respond to emergencies 65%
65%
61%
fmtys overall efforts to prevent crime EE%
51%
61%
Enforcement of local traffic laws 64%
E?%
50%
Parking enforcement services 46%
48% . .
0% 20% 40% 60% 80% 100%

|mOregon City mUnited States CINorthwest Region |

Source: ETC Institute (2018)

Significantly Higher: Significantly Lower:



Overall Satisfaction with Parks and Recreation
Oregon City vs. United States vs. Northwest Region

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)

66%
64%

Quality of facilities (e.g. picnic shelters,

laygrounds in City parks
playg y parks) 50%

65%
‘Appearance & maintenance of existing City parks 70%

70% |

559%

' Quality of outdoor athletic fields (e.g., 55%
baseball, soccer, football)
64%
’ Quantity of City trails 63%
62%
0% 20% 40% 60% 80% 100%

|-Oregon City mUnited States CINorthwest Region |

Source: ETC Institute (2018)

Significantly Higher: Significantly Lower:



Overall Satisfaction with Transportation and Infrastructure
Oregon City vs. United States vs. Northwest Region

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)

| o 1%
fﬁ.dequacy of City street lighting in your 56%, ;
neighborhood 259%
Eﬁl%
Maintenance of major City streets 50% !
54%
54%
Snow & ice response on major City streets 58%
60%
54%
f Maintenance of streets in your neighborhood 48%
. . 48% .
| B 50%
f Condition of sidewalks in your neighborhood 42% :
43%
On-street bicycle infrastructure (bike .;“%
lanes/signs/arrows) 3%
35% ,
0% 20% 40% 60% 80% 100%

|mOregon CitymUnited States CINorthwest Region |

Source: ETC Institute (2018)

Significantly Higher: Significantly Lower:



Overall Satisfaction with Code Enforcement
Oregon City vs. United States vs. Northwest Region

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)

51% |

‘ Enforcing sign regulation
5%
’ Enforcing cleanup of lifter &
debris on private property
Enforcing mowing/trimming of
’ grass & weeds on private property
0% 20% 40% 60% 80%

100%

|-ﬂregnn City EUnited States ONorthwest Region |

Source: ETC Institute (2018)

Significantly Higher: Significantly Lower:



Overall Satisfaction with Customer Service
Oregon City vs. United States vs. Northwest Region

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)

84%
fThe‘g,r were courteous & polite
79%
f How easy they were to contact
74%
74%
. Did what they said they would in a timely manner 60%
56%
72%
f Gave prompt/accurate/complete answers
64%
68% |
fHeIped resolve an issue to your satisfaction 51%§ '
45% . .
0% 20% 40% 60% 80% 100%

|-Dregnn City ®mUnited States ONorthwest Region

Source: ETC Institute (2018)

Significantly Higher: Significantly Lower:



Maijor Finding #3

Top Community Priorities




2018 Importance-Satisfaction Rating

Oregon City, OR
Major Cateqories of City Services

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction [-S Rating
Category of Service % Rank % Rank Rating Rank
Very High Priority (1S >.20)
Overall maintenance of City streets 51% 1 45% 9 0.2811 1
Overall effectiveness of City economic development efforts ~ 43% 2 37% 12 0.2686
High Priority (1S .10-.20)
Overall enforcement of City codes & ordinances 24% 4 39% 11 0.1465 3
Overall quality of City parksitrails/open space 34% 3 62% 4 0.1286 4
Overall effectiveness of City communication w/ the public 23% 6 51% 8 0.1129 5
Medium Priority (1S <.10)
Overall quality of permit process 12% 9 27% 13 0.0894 6
Overall quality of City's recreation programs 19% 7 58% 7 0.0777 7
Overall quality of City water utilities 15% 8 61% 5 0.0590 8
Overall quality of police services 24% 5 80% 2 0.0494 9
Overall quality of customer service from City employees 7% 10 61% 6 0.0280 10
Overall quality of City sewer services 6% 11 65% 3 0.0194 11
Overall quality of Municipal Court services 2% 13 44% 10 0.0090 12
Overall quality of City's public library services 5% 12 84% 1 0.0073 13

Overall Priorities:




\

2018 Imprtance-Satisfaction Raing

Oregon City, OR
Transportation and Infrastructure

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction [-5 Rating
Category of Service % Rank % Rank Rating Rank
High Priority (IS .10-.20)
Maintenance of major City sireets 32% 1 55% 2 0.1439 1
Maintenance of streets in your neighborhood 25% 2 54% 4 0.1149 2
Traffic calming measures in your neighborhood 18% 4 39% 11 0.1105 3
Availability of safe pedestrian ways on major streets 18% 3 45% 9 0.1008 4
Medium Priority {15 <.10)
Snow & ice response on major City streets 17% 3 54% 3 0.0767 5
Condition of sidewalks in your neighborhood 13% 6 50% 7 0.0677 6
Quality of sidewalks for people w/ mobility challenges 10% 9 36% 12 0.0620 7
Availability of safe pedestrian ways in neighborhoods 11% 7 52% 5 0.0536 8
Alternative means of transportation (transit, bicycling, wakking)  10% 10 46% 8 0.0513 9
Accessibility of public transportation options 10% 8 52% 6 0.0503 10
On-street bicycle infrastructure (bike lanes/signs) % 12 41% 10 0.0404 1
Adequacy of City street lighting in your neighborhood 8% 11 1% 1 0.0229 12

Parks and Recreation Priorities:
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2018 Importance-Satisfaction Rating

Oregon City, OR
Parks and Recreation

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction [-5 Rating
Category of Service % Rank % Rank Rating Rank
High Priority (1S .10-.20)
Quality of recreational areas for dogs 22% 2 26% 11 0.1613 1
Quantity of City trails 21% 3 41% 10 0.1247 2
Appearance & maintenance of existing City parks 30% 1 65% 3 0.1036 3
Medium Priority (IS <.10)
Quality of City's swimming pool 15% < 48% 7 0.0756 4
Quality of facilities (e.g. picnic shelters, playgrounds) 21% 4 66% 2 0.0711 5
Quality of outdoor athletic fields 14% 6 59% 4 0.0588 6
Quality of End of the Oregon Trail 11% 7 48% 6 0.0559 7
Access to City parks for persons with disabilities 8% 9 41% 9 0.0481 8
Quality of services for fees assessed w/ rec programing 8% 10 48% 8 0.0405 9
Proximity of parks to your home 11% 8 2% 1 0.0292 10
Quality of Pioneer Community Center 4% 11 56% = 0.0177 11

Parks and Recreation Priorities:



2018 Importance-Satisfaction Rating

Oregon City, OR
Code Enforcement

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction I-5 Rating
Category of Service % Rank % Rank Rating Rank
Very High Priority (IS >.20)
Enforcing cleanup of litter & debris on private property 66% 1 27% 3 0.4782 1
Enforcing codes designed to protect public safety & health 49% 2 37% 1 0.3051 2
Enforcing mowing/trimming of grass/weeds on private property 30% 3 25% 4 0.2217 3
Medium Priority (1S <.10)
Enforcing sign regulation 14% 4 35% 2 0.0895 4

Code Enforcement Priorities:




2018 Importance-Satisfaction Rating
Oregon City, OR

Public Safe
Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction I|-S Rating
Category of Service % Rank % Rank Rating Rank
Very High Priority (1S >.20)
Response to issues with transients 59% 1 28% 9 0.4231 1 a
High Priority (1S .10-.20)
Response to drug control 23% 3 30% 8 0.1573 2
City's overall efforts to prevent crime 26% 2 61% 3 0.1022 3
Medium Priority (IS <.10)
Response to property crime 14% 5 42% Fi 0.0811 4
Level of community outreach 11% 8 55% 5 0.0496 5
Enforcement of local traffic laws 12% 7 61% 4 0.0460 6
Visibility of police in the community 15% 4 73% 1 0.0407 T
How quickly police respond to emergencies 14% 6 72% 2 0.0384 8
Parking enforcement services 4% 9 50% 6 0.0179 9

Public Safety Priorities:







Q10. Where do you currently get news & information
about City programs, services, and events?

by percentage of respondents (multiple choices could be made)

"Trail News" quarterly publication
Social media

Friends

TV local news

Newspaper

Nextdoor

City website

Utility bill

Flyers

Neighborhood Association

Public meetings

Radio

Citizen Involvement Committee
E-newsletter

City's mobile app ("GO Request")
YouTube

Other

34%
30% |
29%
29%
24%
23%

21%
;19%

9%
9%
4%

4%
2%
1%

3%

71% |

0% 20% 40%

Source: ETC Institute (2018)

60%

80%
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Q10a. Most Preferred Ways to Get Information
from the City

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

"Trail News" quarterly publication 44%

Social media 2?'5%

City website
E-newsletter 14%
TV local news 12% :
Newspaper 12% ; ! :
Flyers 12% Ways Residents Prefer to Get
Utility bill Information About the City Is
Nextdoor Aligned with the Way

Neighborhood Association

City's mobile app ("GO Request")
Radio

Public meetings

Citizen Involvement Committee
Friends

YouTube

Other

They Currently Get Information

0% 10% 20% 30% 40% 50% 60%

| 1st Choice C32nd Choice |

Source: ETC Institute (2018)
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Q20. Top Capital Investment Priorities

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

Road maintenance/pavement preservation

75%

Park improvements & maintenance

69%

Willamette Falls Legacy Project

59%

Sidewalks

559%

Recreation facilities such as Pioneer
Community Center & City pool

55%

Intersection/road corridor improvements to
improve non-motorized access & traffic flow

49% |

Natural habitat restoration

49% |

Tourism

36%

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

‘-1st Choice [2nd Choice @3rd Choice [4th Choice E35th Choice |
Source: ETC Institute (2018)

31



Q21. How Level of Service Should Change
In Various Areas

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

Transportation facilities & programs 50% 22% 2
Parks, trails, & open space 43% 37% 4%
Recreation facilities & programs 40% 46% 3%
Law enforcement 42% 49% 4%
Utility infrastructure 34% 55% 4%

City's code enforcement 30% 91% 9%

City's permit review 18% 60% 14%

City's public library s¥4 16% 67% 13%

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

‘-Much Higher (5) DA Little Higher (4) 2 Stay the Same (3) mLittle Lower/Much Lower (1/2) |

Source: ETC Institute (2018)



Q24. Rating of City's Current Pace of Land Development

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

Technology & other industry
Employment opportunities

Housing options for aging population
Retail/restaurants/services

Entry level single family homes

Single Family Homes (e.g. large lots/homes)

Townhomes/row houses §&A

Source: ETC Institute (2018)

Office development ¥4

Apartments

48% 31% &
50;'!& | 3:4% &
4IS% | 33I% 5%
43I% | 36% B%
27% 34% | 21%

3lﬂ% | | 57% | %

16% 45% | | 26%

19"/; | 44% | | 29%
18%I | 40% | 55%
0% 20% 40% 60% 80% 100%

B Much too slow Too slow [Just Right @ Too fast/Much too fast
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.- Summary —

Residents Have a Positive Perception of the City
84% rated the City as an excellent or good place to live
76% rated the City as an excellent or good place to raise children

Oregon City Rates Higher Than Other Cities in the Overall
Quality of City Services

The City rated 21% above the Northwest Regional Average and 15%
above the U.S. Average in the overall quality of City services

Oregon City Rates Higher Than Other Cities in Providing
Customer Service

The City rated 14% above the Northwest Regional Average and the
U.S. Average in the quality of customer service provided by City
employees

Top Priorities for the City:
Maintenance of City Streets
Effectiveness of Economic Development
Parks, Trails and Open Space
Enforcing Codes and Ordinances
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