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ETC Institute is a National Leader in Market Research
for Local Governmental Organizations

For 40 years, our mission has been to help local governments gather and use survey data to enhance
organizational performance.

More Than 2,500,000 Person’s Surveyed Since 2012 for More Than 1,000 Communities in 49 States
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Purpose

e To objectively assess resident satisfaction with the delivery of major
City services

e To help determine priorities for the community
e To set a baseline for future surveys

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




Methodology

e Survey Description
o Seven-page survey
o Each survey takes approximately 15-20 minutes to complete

e Method of Administration

o By mail and online to randomly selected sample of City residents

e Sample Size
o 402 completed surveys
o Margin of error: +/- 4.9% at the 95% level of confidence




Location of Survey
Respondents

« Good representation
throughout the City

Demographics of
survey respondents
reflects the actual
population of the
City

o Age

o Race/Ethnicity

o Gender




e Residents Have a Positive Perception of the
City of Lake Wales

BOttom |_| ne o 82% Are Satisfied with Lake Wales as a Place to Live

Up Front e Satisfaction with City Services Is Much Higher in
Lake Wales Than Other Communities
o Lake Wales Rates Above the Florida Average in 34

of 37 Areas

o Satisfaction with the Overall Quality of City Services
Rates 14% Above the Florida Average

o Satisfaction with Customer Service Rates 22%
Above the Florida Average




e Top Overall Priorities for City Services

o Condition of Streets

BOttOm Llne o Condition of Sidewalks

U p FrO Nt o Cleanliness and Maintenance of the Historic
Downtown District




Major Finding #1

Residents Have a Positive Perception
of Lake Wales




Q1. Satisfaction with Items That Influence Perceptions
of the City
by percentage of respondents (excluding “don't know”)
As a place to live 52% 16% 2|
Most Residents As a place to retire 4?3{1 | 17% 3%
Are Satisfied with As a tree friendly community . 45% . .B% 5%
Lake Wales as 3 Overall image of the City 53% 28% 8%
Place to Live As a place to raise children 37% 31#-5 5%
Owverall quality of City services 44% 34% 7%
As a place to work ST%I | 35% I 10%
As a place for leisure and social activities 38% I | 33% | 15%
As a pedestrian/bicycle friendly community 37% | | 34% | 15%
Efforts to revitalize Historic Downtown 39% | | 29% | 21%
City's efforts to be transparent/accessible 38% 42% 9%
Value received for City taxes paid 34% I | 39% | 15%
City efforts to be a sustainable city 33% | | 42% | 12%
Effortsto implement "Lake Wales Connected Plan” | 29% 48% 10%
Efforts to be a recreation destination 29% 45% 18%
0% 20% 40% 60% 80% 100%
Ml ery Satisfied (5) ™9 Satisfied (4) © MNeutral (3) ™0 Dissatisfied (2/1)

Nearly a 9 to 1 Ratio of Residents Who Are Satisfied vs. Dissatisfied (60% vs. 7%) with the Quality of City Services 1



Q3. Satisfaction with Major Categories of City Services

by percentage of respondents (excluding “don't know”)

Quality of fire services 43% - 45% _ 11%
Quality of police services 40% 45% 14% =
Quality of garbage/trash collection 32% : 51% - 12% 5%
Reliability of sewer (wastewater) services 27% . 51% o 18% 4%
Cleanliness of streets in neighborhoods 25% 52% 14% 9%
Maintenance of parks and recreation areas 18% . 56% 21% 5%
Cleanliness of streets in business/commercial areas RIS 56% 21% 7%
Reliability of potable (drinking) water 23% - 48% 21% 8%
Appearance/maintenance of City owned public buildings [tE 25% 49j
City’s emergency/hurricane preparedness efforts 30% . 39% 30% 2
Quality of the parks system 18% | 1}%95 7%
Quality of the City's customer service 19% 28% 7%
Cleanliness/maintenance of Historic Downtown Dist. 28% a5
Availability of green space near home 29% 9%
Quality of the trails system 33% 5%
Efforts to manage stormwater drainage and flooding 28% 12%
Landscape maint. of rights of way along streets/public areas 29% 12%
Brightness of street lighting 3% 12%
Quality of City's communication efforts 38% 10%
Quantity of street lights 32% 17%
Quality of public engagement efforts 42% 7%
Quality of recreation programs 44% 9%
Condition of sidewalks (few or no cracks) 35% 20%
Condition of streets |3 .:33‘}6 . 3495: 26%
0% 20% 40% 60% 80% 100%

Wl ery Satisfied (5)

Satisfied (4)

Most Areas Received Very High Ratings

Meutral (3)

Dissatisfied (2/1)
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Q18. Feeling of Safety

by percentage of respondents (excluding "don't know”)

34% am!L

In neighborhoods during the day

In Historic Downtown during the day 46% 10% 2%
In business/commercial areas during the day 46% 15% 1%
In neighborhoods during the evening/night 40% 14% 4%
During special events 17% 3%
Crossing an intersection in City while driving a car }!HE 4%
Crossing an intersection in the City while walking 37% | 9%
In business/commercial areas during evening/night 36% 13%
In Historic Downtown during the evening/night 38% | 14%
Riding a bicycle in the City 32% 36% 17%
Crossing an intersection in the City while biking 29% | litﬁ'ﬁ | 16%
0% ZE;E'vE 4[:;'5515 EE;E'vE B[:;E'vﬁ 100%

M ery Safe (5) 7 Safe (4) Somewhat Safe (3) P9 Not Safe (2/1)

Residents Feel Safe in Their Neighborhood



Q2. Would you recommend the City of Lake Wales to
family and friends as a place to live?

by percentage of respondents (excluding "don’t know")

M Definitely recommend Probably recommend

Probably not recommend 2% Definitely not recommend

Most Residents Would Recommend Lake Wales as a Place to Live




Topic #2

Satisfaction with City Services Is Much Higher in
Lake Wales Than Other Cities




Benchmarking Analysis

Lake Wales Rates Above the Florida Average in 34 of 37 Areas
Lake Wales Rates Significantly Higher (5% or more) in 27 Areas

Lake Wales Rates Above the U.S. Average in 28 of 37 Areas

Lake Wales Rates Significantly Higher (5% or more) in 26 Areas




Satisfaction with Perceptions of the City
Lake Wales vs. Florida 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)

fﬁxz a place to live

fﬁnS a place to retire 50%
52% |

vaerall image of the City 549

55%

64%
As a place to raise children ' 60%
62%
' 60%
f Overall quality of City services 46% :

51%

55%
As a place to work 58%

82%

81%

58%
46%
f"u"alue received for City taxes paid 31% | :
34% :
0% 20% 40% 60% 80%

M Lake Wales M Florida U.s.

Significantly Higher Significantly Lower

100%




Lake Wales vs. Florida vs. the U.S.

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

Satisfaction with Major Categories of City Services

f Quality of fire services 70% |
. . . 78%
* E—

Quality of police services 54% :

1 1 EEIEI.EI E

flflualit's.r of garbage/trash collection LA% :

5%

78%

f Reliability of sewer (wastewater) services 48% . :

. . 5% e

I——

fﬂeanlinezs of streets in business/commercial area 47% !

1 1 55:';.EI :

71%:

f Reliability of potable (drinking) water 51% :

4% |

70% !

f}’-‘tp pearance/maint. of City owned public building 49% 55?% :
fCit'g's emergency/hurricane preparedness efforts 48%
43% I

67%

fﬂlualit'g,rr of the parks system 53%

. . 51% | .

0% 20%% 40% 60% 80% 100%
M Lake Wales M Florida u.5.

Significantly Higher Significantly Lower



Satisfaction with Major Categories of City Services (cont.)
Lake Wales vs. Florida vs. the U.S.

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

65%

flf'lu:allityr of the City's customer service 43% :
C41%

B64%
fﬂeanlinezzfmaintenance of Historic Downtown Dist. 33%

49%
60%

. Efforts to manage stormwater drainage and flooding dﬂgﬁ%:
59%
5484

5%
55%
53%

'60%
52%

Landscape maint. of rights of way along streets/public areas

Brightness of street lighting

43%
8%

. Quality of City’s communication efforts

50%:

f Quality of public engagement efforts 28% |

3484 .
45%
51%.
48%

|m

Condition of sidewalks (few or no cracks)

 40% i
519

’Cunditinn of streets
51%;

20% 40% 60% 0%

&

0

Ml Lake Wales M Florida u.s.

Significantly Higher Significantly Lower

100%




Satisfaction with Parks and Recreation
Lake Wales vs. Florida 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)

61%

Appearance of City trails 61%
63%
54%
Quality of playgrounds 52%5

57%

50% |

Quality of City athletic fields 48%

53%
42%
Quality of City recreation programs 42%
45%
37%
Quality of City recreational buildings 34%
38%
0% 20% 40% 60% 30%

Bl Lake Wales B Florida u.s.

Significantly Higher Significantly Lower

100%




Satisfaction with Public Safety
Lake Wales vs. Florida vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 3-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

83%
f How quickly fire personnel respond to emergencies

75%
anw guickly police respond to emergencies

flility.r efforts to prevent crimes

f Fire prevention & education programs provided

. Enforcement of local traffic laws 47%

519!

0% 20% 40% 60% 0%

M Lake Wales Bl Florida u.s.

Significantly Higher Significantly Lower

100%




Perceptions of Safety in the Community
Lake Wales vs. Florida vs. the U.S.

by percentage of respondents who rated the item4 or 5 on a 5-point scale
where 5 was "very safe” and 1 was "very unsafe"” [excluding don't knows)

x5

fln neighborhoods during the day

83%

83%

f In neighborhoods during the evening/night

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

Bl Lake Wales Ml Florida U.s.

Significantly Higher Significantly Lower




Topic #3

Top Priorities




Q4. City Services That Should Receive the Most Emphasis
Over the Next Two Years

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

Condition of streets
Condition of sidewalks (few or no cracks)
Cleanliness/maintenance of Historic Downtown Dist.

Reliability of potable (drinking) water
Quality of police services

B 24%
B 23%
B 23%
W 18%

B 37%

Maintenance of parks and recreation areas B 17
landscape maint. of rights of way along streets/public areas B 16%
Cleanliness of streets in neighborhoods B 15%

B 12%
B 12

Quality of the parks system
Cleanliness of streets in business/commercial areas

Quantity of street lights 12%
Efforts to manage stormwater drainage and flooding 12%
12%

Quality of City’s communication efforts
Reliability of sewer (wastewater) services
Quality of garbage/trash collection
Brightness of street lighting

Quality of fire services

Quality of recreation programs

Quality of the City's customer service
Quality of the trails system

Availability of green space near home
City's emergency/hurricane preparedness efforts
Quality of public engagement efforts N BE‘E’:

Appearance/maintenance of City owned public buildings B 6% . . .
0% 10% 20% 30% 40%

Ml 1st Choice 2nd Choice 3rd Choice Ath Choice E5th Choice

23

B 12%
B 12%
B 12%

B 10%

B 10%

B 10%

B 5%

B s

B s




Importance-Satisfaction Rating

City of Lake Wales, FL
OVERALL
Most Importance-

Most Important Satisfaction Satisfaction Satisfaction |-5 Rating
Category of Service Important % Rank % Rank Rating Rank
Very High Priority (IS >.20)
Condition of streets 37% 1 40% 24 0.2233 1 t
High Priority (IS 0.10 - 0.20]
Condition of sidewalks {few or no cracks) 24% 2 45% 23 0.1315 2 «
Medium Priority (IS < .10)
Cleanliness/maintenance of Historic Downtown Dist. 23% 3 64% 13 0.0835 3 «
Landscape maintenance of rights of way along City streets/public areas 16% 7 59% 17 0.0669 4
Reliahility of potable (drinking) water 23% 4 11% o) 0.0661 5
Quantity of street lights 12% 11 51% 20 0.0592 6
Quality of City’s communication efforts 12% 13 52% 19 0.0581 7
Brightness of street lighting 12% 16 55% 18 0.0528 8
Quality of recreation programs 10% 18 A47% 22 0.0523 9
Efforts to manage stormwater drainage and flooding 12% 12 60% 16 0.0484 10
Maintenance of parks and recreation areas 17% 6 14% 6 0.0435 11
Quality of the parks system 12% 9 67% 11 0.0415 12
Quality of public engagement efforts 8% 23 50% 21 0.0377 13
Quality of the trails system 9% 20 62% 15 0.0356 14
Cleanliness of streets in business/commercial areas 12% 10 72% 7 0.0340 15
Cleanliness of streets in neighborhoods 15% 8 17% 5 0.0334 16
Quality of the City’s customer service 10% 19 65% 12 0.0334 17
Availability of green space near home 8% 21 62% 14 0.0306 18
Quality of police services 18% 5 85% 2 0.0267 19
Reliability of sewer (wastewater) services 12% 14 78% 4 0.0263 20
City's emergency/hurricane preparedness efforts 8% 22 68% 10 0.0241 21
Quality of garbage/trash collection 12% 15 83% 3 0.0203 22
Appearance/maintenance of City owned public buildings 6% 24 10% 9 0.0172 23
Quality of fire services 10% 17 89% 1 0.0115% 24

Overall Priorities
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Importance-Satisfaction Rating

City of Lake Wales, FL
Public Safety
Most Importance-

Most Important Satisfaction Satisfaction Satisfaction I-5S Rating
Category of Service Important % Rank % Rank Rating Rank
High Priority (IS .10 - .20)
City efforts to prevent crimes 38% 1 68% b 0.1229
Patrolling in your City 31% 2 63% 8 0.1148
Enforcement of local traffic laws 25% 3 60% 9 0.1012
Medium Priority (IS <.10)
How quickly police respond to emergencies 23% 4 75% 3 0.0575 4
Police social media outreach 11% 8 53% 10 0.0535 5
Perception of police officers’ attitude & behavior 15% 6 71% il 0.0434 6
Fire prevention & education programs provided 12% 7 65% Fi 0.0410 7
Perception of competence of police dept. employees 11% 9 68% 5 0.0354 8
How quickly fire personnel respond to emergencies 17% 5 83% 2 0.0287 9
Perception of competence of fire dept. employees 6% 10 84% 1 0.0092 10

Public Safety Priorities




Importance-Satisfaction Rating

City of Lake Wales, FL
Parks and Recreation
Most Importance-

Most Important  Satisfaction Satisfaction Satisfaction |I-S Rating
Category of Service Important % Rank %a Rank Rating Rank
High Priority (IS .10 -.20)
Quality of City recreation programs 19% 4 42% 6 0.1116 1
Appearance of City parks 34% 1 68% 1 0.1091 2
Quantity of City recreation programs 17% 5 38% 7 0.1088 3
Quality of playgrounds 23% 2 54% 3 0.1049 4
Medium Priority (IS < .10)
Quality of City recreational buildings 14% 6 37% 8 0.0910 S
Quantity of dog parks 13% 7 29% 10 0.0908 6
Quality of dog parks 13% 8 37% 9 0.0791 7
Appearance of City trails 20% 3 61% 2 0.0766 8
Quality of City athletic fields 11% 9 50% 4 0.0572 9
Quantity of City athletic fields 5% 10 A4% 5 0.0263 10

Parks and Recreation Priorities
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Other Findings




Q14. Capital Improvement Project Types That Respondents
Believe Are Most Important

by percentage of respondents (four selections could be made)

Street resurfacing 55'}%
Water & sewer system improvements 40% I
Stormwater & drainage improvements

Sidewalk renovations

Upgrades to City's existing Parks System
New sidewalks

Lake Wales Connected Streetscape efforts
New trails/cycle tracks

New recreation facilities

Upgrades to existing trails

New parks

o

City facility improvements

0% 10% 20% 30% 40% 50% 60% 70%
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Q23. Sources Utilized to Obtain Information About City
Government, Issues, and Events

by percentage of respondents (multiple selections could be made)

City's Quarterly Newsletter 42%

City website (www.lakewalesfl.gov) ;ﬂﬂ'%
Facebook I

HOAs or other civic groups
Other news media

Police Department’s social media platforms

City email news

6% !

Forums/workshops/meetings

3%

Instagram
YouTube 3%
Twitter 3%

City’s Comcast Municipal Channel i 2%

0% 10% 20% 30% 40% 50%
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Q23a. Communication Channels Preferred by Respondents

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

City's Quarterly Newsletter . 40%
City website (www.lakewalesfl.gov) 3:9%
Facebook 2?5":'6 I
HOAs or other civic groups I
Other news media
City email news
Police Department’s social media platforms 6%
Forums/workshops/meetings 5% I
Instagram 3%
City’s Comcast Municipal Channel 3%
Twitter I 2%
YouTube 2%
Linkedin | 0%
0% 1[:;'5515 ZE;E'vE 3[:;'5515 4[;'5'!15 50%

M 15t Choice 2nd Choice 3rd Choice

Ways Residents Prefer to Receive Information Aligns with the Way They’re Currenting Receiving Information
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Q25b. Level of Agreement with Statements About Most
Recent Interaction with City Employees
by percentage of respondents, using a 5-point scale, where 5 means “strongly agree” and 1 means “strongly disagree”
(without "don’t know™)
City employees are courteous & professional 48% 17% 6%
During my most recent contact with the City,
. . 42% 15% 10%
my request was processed in a timely manner
City of Lake Wales government is open &
interested in hearing the concernsor issues 45% 28% 9%
of residents
City employees possess the proper knowledge 41% 30% 8%
It .
is easy to contact someone at the City 42% 299 13%
who can help you
0% 20% 40% 60% 80% 100%
Ml Strongly Agree (5) ™ Agree (4) © Neutral (3) I Disagree/Strongly Disagree (2/1)

Residents Have Had Positive Interactions with City Employees



e Residents Have a Positive Perception of the
City of Lake Wales

Su ninke ry o 82% Are Satisfied with Lake Wales as a Place to Live

e Satisfaction with City Services Is Much Higher in
Lake Wales Than Other Communities
o Lake Wales Rates Above the Florida Average in 34
of 37 Areas

o Satisfaction with the Overall Quality of City Services
Rates 14% Above the Florida Average

o Satisfaction with Customer Service Rates 22%
Above the Florida Average




e Top Overall Priorities for City Services

o Condition of Streets

o Condition of Sidewalks

o Cleanliness and Maintenance of the Historic
Downtown District




Questions?

Thank You!!
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