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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

 To objectively assess resident satisfaction with the delivery of major 
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

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

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

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



Location of Survey 
Respondents

6

• Good representation 
throughout the City

• Demographics of 
survey respondents 
reflects the actual 
population of the 
City

o Age
o Race/Ethnicity
o Gender



Bottom Line 
Up Front

 Residents Have a Positive Perception of the 
City of Lake Wales
o 82% Are Satisfied with Lake Wales as a Place to Live

 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



Bottom Line 
Up Front

 Top Overall Priorities for City Services
o Condition of Streets
o Condition of Sidewalks
o Cleanliness and Maintenance of the Historic 

Downtown District



Major Finding #1
Residents Have a Positive Perception 

of Lake Wales
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10Nearly a 9 to 1 Ratio of Residents Who Are Satisfied vs. Dissatisfied (60% vs. 7%) with the Quality of City Services

Most Residents 
Are Satisfied with 
Lake Wales as a 

Place to Live



Most Areas Received Very High Ratings 11



Residents Feel Safe in Their Neighborhood 12



Most Residents Would Recommend Lake Wales as a Place to Live 13



Topic #2
Satisfaction with City Services Is Much Higher in 

Lake Wales Than Other Cities
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Benchmarking Analysis
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Lake Wales Rates Above the U.S. Average in 28 of 37 Areas
Lake Wales Rates Significantly Higher (5% or more) in 26 Areas

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



16Significantly Higher                  Significantly Lower



17Significantly Higher                  Significantly Lower



18Significantly Higher                  Significantly Lower



19Significantly Higher                  Significantly Lower



20Significantly Higher                  Significantly Lower



21Significantly Higher                  Significantly Lower



Topic #3
Top Priorities
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24Overall Priorities



25Public Safety Priorities



26Parks and Recreation Priorities



Other Findings

27



28



29



30Ways Residents Prefer to Receive Information Aligns with the Way They’re Currenting Receiving Information



31Residents Have Had Positive Interactions with City Employees



Summary

 Residents Have a Positive Perception of the 
City of Lake Wales
o 82% Are Satisfied with Lake Wales as a Place to Live

 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



Summary
 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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