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More than 2,050,000 Persons Surveyed Since 2006  
for more than 700 cities in 49 States 

A National Leader in Market Research  
for Local Governmental Organizations 
…helping city and county governments gather and use survey data to enhance 

organizational performance for more than 30 years 
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ETC Institute 
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• Summary and Conclusions 
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• To objectively assess citizen satisfaction 

with the delivery of major City services 
 

• To measure trends from 2007, 2011 & 2015 
 

• To compare the City’s  performance with 
other local and national communities  
 

• To help determine  priorities for the 
community 

 
 
 
 
 

 

Purpose 
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Methodology 
• Survey Description  
 seven-page survey 
 included many of the same questions that were asked in 

the 2007 and 2011 survey 
 

• Method of Administration   
 by mail, phone and online 
 each survey took approximately 15-20 minutes to complete 

• Sample size: 
 goal number of surveys: 800 
 goal far exceeded: 1,330 completed surveys 
 

• Confidence level:  95%  
 

• Margin of error:  +/- 2.7% overall 
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Lawrence 2015 Citizen Survey 

Location of Survey Respondents 
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Good representation 
throughout the City 



Bottom Line Up Front 

7 

 Residents Have a Positive Perception of the City of Lawrence 
 87% are satisfied with the livability of their neighborhood; only 4% are 

dissatisfied   
 86% are satisfied with the overall quality of life in the City; only 3% are 

dissatisfied  
 

 The City is Moving in the Right Direction 
 Satisfaction ratings have increased or stayed the same in 67 of 86 areas 

since 2011, and increased or stayed the same in 67 of 78 areas since 2007  
 

 Lawrence Residents Are Satisfied with the Overall Quality of 
City Services Compared to Other Communities 

 
 

 The City rated 25% above the KC Metro Average and 24% above the U.S. 
Average in the overall quality of services provided by the City 

 The City rated at or above the KC Metro Average in 34 of the 50 areas that 
were compared 

 

 Overall priorities for improvement over the next 2 years:  
 Maintenance of City streets 
 Flow of traffic and congestion management 
 Quality of planning and code enforcement 



Major Finding #1 
Residents Have a Positive 

Perception of the City 

8 



Most Residents Are Satisfied with the Livability of Their Neighborhood & Quality of Life in 
the City; Only 3% of Were Dissatisfied with the Quality of Services Provided by the City  9 



All areas are in BLUE, which indicates that 
residents in all parts of the City are satisfied 

Q4e. Overall Quality of Services Provided by the City of Lawrence 

LEGEND 
Mean rating  
on a 5-point scale, where: 

 
 
 
 
 
 
 

1.0-1.8 Very Dissatisfied 
1.8-2.6 Dissatisfied 

2.6-3.4 Neutral 

3.4-4.2 Satisfied 

4.2-5.0 Very Satisfied 
Other (no responses) 



Major Finding #2 
Satisfaction Ratings Have 

Improved Since 2011 and 2007 
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Lawrence’s Results Have Continuously Improved Since 2007, While the National and KC Metro 

Area Averages Have Declined 



13 Significant Increases From 2011:         Significant Decreases From 2011:   13 
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Most Notable Short-Term Increases (Since 2011) 
Ratings Have Increased or Stayed the Same in 67 of 86 Areas Since 2011 

 City’s Indoor recreation facilities (+17%) 
 Special Events and parades (+16%) 
 Availability of gym space (+15%) 
 How safe you feel Downtown after dark (+13%) 
 Condition of major City streets (+12%) 
 City’s landscaping efforts (+12%) 
 Availability of parking (+11%) 
 City’s drop-off recycling sites (+11%) 
 Appearance & cleanliness of Downtown Lawrence (+11%) 
 Snow removal on neighborhood streets (+10%) 
 Types of retail/entertainment establishments (+9%) 
 How safe you feel in City parks (+8%) 
 Quality of City water/wastewater services (+8%) 
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Most Notable Short-Term Decreases (Since 2011) 
Ratings Have Increased or Stayed the Same in 67 of 86 Areas Since 2011 

 Condition of sidewalks in your neighborhood (-7%) 
 Quality of planning code enforcement (-7%) 
 Frequency of public transportation services (-6%) 
 Police related education programs (-5%) 
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Most Notable Long-Term Increases (Since 2007) 
Ratings Have Increased or Stayed the Same in 67 of 78 Areas Since 2007 

 Beautification of Downtown Lawrence (+22%) 
 City’s drop-off recycling sites (+18%) 
 How safe you feel Downtown after dark (+16%) 
 Appearance & cleanliness of Downtown Lawrence (+14%) 
 City’s landscaping efforts (+13%) 
 Condition of major City streets (+12%) 
 Overall value received for City taxes & fees (+12%) 
 Quality of City water/wastewater services (+12%) 
 Availability of parking (+10%) 
 Number of City parks (+10%) 
 How safe you feel in City parks (+10%) 
 Ease of east/west travel in Lawrence (+9%) 
 Ease of north/south travel in Lawrence (+9%) 

 



Major Finding #3 
Overall Satisfaction Levels in 

Lawrence Are Higher than the KC 
Metro and National Averages  
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Significantly Higher:                Significantly Lower:   18 
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Significantly Higher:                Significantly Lower:   19 
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Significantly Higher:                Significantly Lower:   20 
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Significantly Higher:                Significantly Lower:   21 
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Significantly Higher:                Significantly Lower:   22 
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Significantly Higher:                Significantly Lower:   23 
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Significantly Higher:                Significantly Lower:   24 
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Significantly Higher:                Significantly Lower:   25 



26 
Significantly Higher:                Significantly Lower:   26 



Major Finding #4 
Top Priorities for Investment 

Are Maintenance of City Streets, 
Flow of Traffic & Congestion 

Management, & Planning/Code 
Enforcement 
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28 Overall Priorities:   
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29 Parks and Recreation Priorities:   
29 



30 Maintenance and Public Works Priorities:   
30 



31 Water and Wastewater Utilities Priorities:   
31 



32 Transportation Priorities:   
32 



Other Findings 
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Summary 
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 Residents Have a Positive Perception of the City of Lawrence 
 87% are satisfied with the livability of their neighborhood; only 4% are 

dissatisfied   
 86% are satisfied with the overall quality of life in the City; only 3% are 

dissatisfied  
 

 The City is Moving in the Right Direction 
 Satisfaction ratings have increased or stayed the same in 67 of 86 areas 

since 2011, and increased or stayed the same in 67 of 78 areas since 2007  
 

 Lawrence Residents Are Satisfied with the Overall Quality of 
City Services Compared to Other Communities 

 
 

 The City rated 25% above the KC Metro Average and 24% above the U.S. 
Average in the overall quality of services provided by the City 

 The City rated at or above the KC Metro Average in 34 of the 50 areas that 
were compared 

 

 Overall priorities for improvement over the next 2 years:  
 Maintenance of City streets 
 Flow of traffic and congestion management 
 Quality of planning and code enforcement 



Questions? 
 

THANK YOU!! 
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