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Summary of Major Findings

Overall satisfaction with City Services has increased

— Composite index increased from 100 to 105
— Increases in satisfaction were lead by improvements in communication
— 43 statistically significant increases vs. just 4 significant decreases

Overall satisfaction with city services in Des Moines Is
significantly higher than the national average

— 71% in Des Moines vs. U.S. Average of 58%

Opportunities for Improvement

— Public Safety — visibility of police in neighborhoods

— Community Development — Litter and the maintenance of rental property
— Public Works — Condition of Streets

— Communication — level of public involvement in decision-making

Business Community Generally Has a Favorable
Perception of the City



RESIDENT SURVEY



Resident Survey Methodology
Designed to objectively assess priorities and
satisfaction with the delivery of city services

— Similar to surveys conducted in 2005, 2006, 2007

Administered by mail with follow-up by phone to a
random sample of 855 residents

Precision of at least +/-3.3% at the 95% level of
confidence

June-July 2008

Good representation of respondents with regard to
age, gender, income, and location

Benchmarking Data
Results were geocoded
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PERCEPTIONS OF
THE CITY



Satisfaction with Life in the City of Des Moines -
2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

Overall quality of life inthe City [ 8%
; 85%

not asked in 2005

Cleanliness of the City 69%
71%

! | e e ] 65%
4 Overall image of the City 71%
73%

# value for your City tax dollars/fees [ ]48%
; 549%

4 Overall quality of City services 66%
g 69%
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Source: ETC Institute (2008 - Des Moines, 1A, Resident Survey) TR E N D DATA




Overall Satisfaction with the City
Des Moines vs. 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"

4 Overall quality of City services

83%
4 Overall image of the City gz

4 Overall gquality of life in the City

0% 20% 40% 60% 80% 100%
B Des Moines EFAU.S.

Source: ETC Institute (2008) National Benchmarking Data - All Cities



SATISFACTION WITH
MAJOR CATEGORIES
OF CITY SERVICES



Overall Satisfaction With City Services

by Major Category

by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale

Quality of public safety | 19% 53% 18% [10%
Quality of community assets (parks, bridges etc) | 18% 52% 21% 9%
Quality of customer service from City employees | 18% 51% 20% |12%
Quality of downtown Des Moines | 18% 50% 24% 8%
Quality of learning opportunities | 20% 45% 27%  |9%
City's entertainment destinations | 16% 48% 30%  [/%
Quality of neighborhood/commercial retail [11% 48% 22% | 19%
The city as a welcoming community | 16% 42% 30%  |11%
The city as a supportive comm for youth/family |14% 44% 30%  |12%
The city's efforts to communicate w/ you | 15% 41% 27% | 18%
Efforts to conserve energy/protect environment (9% 39% 34% 18%
Overall quality of jobs and the economy (% 35% 31% 27%
Overall fairness of city taxes/fees |*|:26% 30% 40%
0%  20% 40% 60%  80%

100%

EVery Satisfied (5) EJSatisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)



Overall Satisfaction With City Services
by Major Category

by percentage of respondents

Quality of public safety ===
Quality of community assets (parks, bridges etc)

4 Quality of customer service from City employees

4 Quality of downtown Des Moines e
Quality of learning opportunities
City's entertainment destinations

4 Quality of neighborhood/commercial retail

4 The city as a welcoming community

The city as a supportive comm for youth/family ===

4 The city's efforts to communicate w/ you

4 Efforts to conserve energy/protect environment ===

v Overall quality of jobs and the economy F

# Overall fairness of city taxes/fees
0%  20% 40% 60% 80%  100%
m2008 12007

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)



Trends for Overall Satisfaction With Customer Service
Provided by City Employees: 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

5806
i

Quality of customer service from City employees 65%

69%

0% 2000 40% 60%  80%

2005 (2007 mm2008

Source: ETC Institute (2008 - Des Moines, 1A, Resident Survey) TR E N D DATA




2008 Des Moines DF Survey
Importance-Satisfaction Assessment Matrix
-Overall -

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations

low er importance/higher satisfaction

Continued Emphasis
higher importance/higher satisfaction

Customer service
Downtown—_ \/;
Learning opportunities {

Entertainment destinations //
The city as a welcoming community o

Community assets

%ality of public safety

Neighborhood/commercial retail

=

e
o d

Supportive community for youth/family
Efforts to communicate w/you

Satisfaction Rating

re

%’fforts to conserve energy/protect environment

ABbs and the economy

Less Important

low er importance/low er satisfaction

Overall fairness of city taxes/fees/

Opportunities for Improvement

higher importance/low er satisfaction

Lower Importance

Source: ETC Institute (2008)

Importance Rating

Higher Importanceg

mean satisfaction



PUBLIC SAFETY



How Safe Residents Feel in Various
Parts of the City: 2007 vs. 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

82%
In your neighborhood

83%

77%

4 Overallin the city of Des Moines

81%
4 In Downtown Des Moines

53%
4 n City parks
61%
0% 20% 40% 60% 80% 100%

(12007 W2008

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey) TR EN D DATA




How Safe Residents Feel in Their Community
Des Moines vs. the U.S Average

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very safe" and 1 was "very unsafe”

83%
In my neighborhood

8%

4 In parks in the city

o A -'i-'

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

B Des Moines FAU.S.

Source: ETC Institute DirectionFinder National Benchmarking Data - All Communities



Police Services



Satisfaction with Various Aspects of
Police Department Services - 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

How quickly police respond to emergencies g;;m
0

4 Visibility of police in neighborhoods 36%

Visibility of police in retail areas [ %%fé)
0

4 Quality of animal control 56%
60%

4 Professionalism of City police officers 72;/80/

Responsiveness of police to traffic complaints 5%
0

2 Responsiveness of police to criminal offenses

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

TREND DATA

£<12005 312007 2008

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)
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2008 Des Moines DF Survey
Importance-Satisfaction Assessment Matrix
-Police Department -

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations
low er importance/higher satisfaction

police officers

Professionalism of City

Continued Emphasis
higher importance/higher satisfaction

%/erall quality of police protection

%bw quickly police respond to emergencies

Satisfaction Rating

Responsiveness to criminal offenses‘/>
Quality of animal control

Responsiveness to traffic complaints

AN
Visibility of police & &

in retail areas

Visibility of police in neighborhoods /

Less Important

low er importance/low er satisfaction

Opportunities for Improvement

higher importance/low er satisfaction

Lower Importance

Source: ETC Institute (2008)

Importance Rating

mean satisfaction



Fire Services



Satisfaction with Various Aspect

s of

Fire Department Services - 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale

where 5 was "very satisfied"

Not asked in 2005

Overall quality of fire protection 89%
90%

o 849%

4 Fire personnel response time to emergencies 88%
I -

) 80/

4 Overall quality of ambulance/paramedic services 87%
! 88%

) 60%

A Fire Department's fire inspection program 72%
I >

--------------------------

< 61%

4 The City's fire safety education program 70%
; 70%

0% 20% 40% 60% 80% 100%120%

2005 12007 =m2008

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)
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2008 Des Moines DF Survey
Importance-Satisfaction Assessment Matrix
-Fire Department -

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations Continued Emphasis
low er importance/higher satisfaction higher importance/higher satisfaction
cC Overall quality of fire protection / OveraII}uahty of ambulance/paramedic services
E / /fre personnel response
e time to emergencies
c
o
=
O
©
[V
0| o .
% Fire Department's fire inspection program
n i d
The City's fire safety education program %
Less Important Opportunities for Improvement
low er importance/low er satisfaction higher importance/low er satisfactior

|mp0rtance Rating

Source: ETC Institute (2008)

mean satisfaction



Satisfaction with Public Safety - 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale

Direction Finder Benchmarks - Cities w/population > 150,000 only ( )Des Moines, |A

Overall quality of local fire protection 74% !91% 90%

Overall quality of local police protection 52% g 82% 7%

Visibility of police in neighborhoods 48% q 64% 58%
> Quiality of animal control 26% !O% 60%
Visibility of police in retail areas 449 62% 56%

0% 2000 40% 60% 80% 100%

LOW--———---- MEAN-------- HIGH
Source: ETC Institute DirectionFinder



Parks and Recreation



Satisfaction with Various Aspects of
Parks and Recreation - 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

# The number and location of City parks

Walking and biking trails in City of Des Moines

4 Pools

Condition of City buildings

4 Landscaping along City streets

not asked in 2005

(1} 1] E 540/
Use of "green" practices 1%

. = | 67%

Special events sponsored by the City R 58%
Py Y v not asked in 2005

Condition of sports facilities 818
[ oo, 3 X S 4 not asked in 2005
Availability of special recreation facilities 48%
0% 20% 40% 60% 80%

£32005 12007 mE2008

TREND DATA

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)
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Satisfaction with Parks and Recreation - 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale

Direction Finder Benchmarks - Cities w/population > 150,000 only () Des Moines, IA
Number/location of city parks 37% 78% 71%
Number of walking/biking trails 30% 0% 69%
Pools 22% 2% 62%

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

LOW--------- MEAN-------- HIGH
Source: ETC Institute DirectionFinder



2008 Des Moines DF Survey
Importance-Satisfaction Assessment Matrix
-Parks and Recreation -

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations

low er importance/higher satisfaction

Continued Emphasis
higher importance/higher satisfaction

Averall quality of city parks

The number and location of parks
Sports facilities /
Special events sponsored by the City »#

Lz%dscaping A

Merall beauty of the city
Aalking and biking trails

Pools /

J2ondition of City buildings

MSe of "green" practices

Satisfaction Rating

%/ailability of special recreation facilities

Less Important

low er importance/low er satisfaction

Opportunities for Improvement

higher importance/low er satisfaction

Lower Importance

Source: ETC Institute (2008)

Importance Rating

Higher Importancs

mean satisfaction



Public Works



Satisfaction with Various Aspects of
Public Works - 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

4 Condition of major City streets

¥ Condition of streets in your neighborhood
Ability to safely ride a bicycle on streets

4 Garbage collection

Recyclable collection
Yard waste collection

Special item collection

Neighborhood cleanups

Condition of City sidewalks

Snow removal on major City streets

Snow removal on streets in your neighborhood
¥ City's sanitary sewer system s
Responsiveness of City staff to requests s
Overall flow of traffic

4 Maintenance of traffic signals/street signs

not asked in 2005

0, 0, 0 0 0 0
FA2005 m2008 0% 20% 40% 60% 80% 100%

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey) TR E N D DATA
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Satisfaction with Public Works Services - 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale

Direction Finder Benchmarks - Cities w/population > 150,000 only () Des Moines, IA

Q 9206 76%
Snow removal on major City streets 43% g‘ 87% 1%
Condition of City streets 21% g‘ 58% 40%

Condition of City sidewalks 27% g] 70% 44%

0% 2000 40% 60% 80% 100%
2T e MEAN-------- HIGH

Maintenance of traffic signals/street signs 61%

Source: ETC Institute DirectionFinder



2008 Des Moines DF Survey
Importance-Satisfaction Assessment Matrix
-Public Works -

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

mean satisfaction

Exceeded Expectations Continued Emphasis
low er importance/higher satisfaction higher importance/higher satisfaction
Garbage collection 2~
(@)
e . _
= Traffic signals/street agns}/> %ecyclables
5:5 Snow removal on major City streets/ collection
= Yard waste coIIection%
(o) Neighborhood cleanups _ #fow of traffic
- Special item collection \/
% Responsiveness to req uests? //
y— City's sanitary Sewer system %
w Snow removal on neighborhood streets =
dd
((B City sidewalks /2 %ty‘s flood protection system
ndition of major City streets
diti f major Ci
%bndition of streets in your neighborhood
Ability to safely ride a bicycle
Overall condition of city streets
7/ AN
Less Important rd Opportunities for Improverfient
low er importance/low er satisfaction higher importance/low er satisfaction

Importance Rating

Source: ETC Institute (2008)



Community Development



Satisfaction With ltems That Influence
Community Development - 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

not asked in 2005

Overall enforcement of city ordinances

V¥ Overall quality of new development

Quality of redevelopment in the City

How well the City is planning growth

Process for getting a permit

Enforcement of land use regulations

Enforcement of sign regulations [

4 Enforcement of maintenance of rental property

4 Enforcement of clean up of litter/debris [

4 Enforcement of clean up of junk cars

0% 20% 40% 60% 80%

[£32005 32007 EE2008
TREND DATA

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)
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Overall Satisfaction With Code Enforcement- 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale

Central US Large City Regional Benchmarks

Source: ETC Institute DirectionFinder
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Satisfaction Rating

Source:

2008 Des Moines DF Survey
Importance-Satisfaction Assessment Matrix
-Community Development -

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

Exceeded Expectations

low er importance/higher satisfaction

Quality of new development

e

Continued Emphasis
higher importance/higher satisfaction

L5

Enforcement of sign regulations

%forcement of city ordinances
%edevelopment in the City

How well the City is planning growth

Process for getting apermit
Enforcement of land use regulations /

Clean up of junk cars

e
). 4
Clean up of litter/debris /

Maintenance of rental property

Less Important

low er importance/low er satisfaction

Opportunities for Improvement
higher importance/low er satisfaction

Lower Importancd

ETC Institute (2008)

Importance Rating

Higher Importance

mean satisfaction



CITY COMMUNICATIONS



How Residents Typically Get Information
About City Issues

by percentage of respondents (multiple answers allowed)
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City Information Center S0

Other
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Source: ETC Institute (2008 - Des Moines, IA, Resident Survey) TREN D DATA




Have You Used the City of Des Moines
W ebsite In the Past Year?

by percentage of respondents

2007

Yes

Not provided
7%

62%

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)

2008

Yes
42%

) Not provided
2%

No
56%



Have You Called, Emailed or Visited the City's Action
Center with a City-Related Question or Request?

by percentage of respondents

2007 2008

Yes 21%
14%

Not provided
2%

Not provided
1%

No
84%

No
78%

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)



Have You or Other Members of Your Household
Read the CitySource Newsletter?

by percentage of respondents

2007 2008

Yes
66%

Not provided
1%

No 25%
33%

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)



Satisfaction with Various Aspects of
City Communications - 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

A A _ ist; : ] 31%
Public involvement in local decision-making 36% 16
0
N i _ : _ i) 41%
4 Avalilability of info about City programs/services 48(@@
0
s _ ) 39%
City efforts to keep you informed 4705/020/
0
: _ 7 ) 40%
4 Quality of City's cable television channel 42%500/
0
: : ] 41%
= Quiality of City's web page 48%
53%
not asked in 2005
4 Quality of the CitySource newsletter 1%
0
0% 20% 40% 60% 80%

2005 12007 mE2008

TREND DATA

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)
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Satisfaction with City Communications - 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale

Direction Finder Benchmarks - Cities w/population > 150,000 only () Des Moines, IA
Availability of information about City 0 0
programs/services 34% 54%
City efforts to keep residents informed 31% 77% 52%
Level of public involvement in local decisions | 19% 1% 46%

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

LOW--------- MEAN-------- HIGH
Source: ETC Institute DirectionFinder



Library



Satisfaction with Various Aspects
of Public Libraries - 2005, 2007 and 2008

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale
where 5 was "very satisfied"

not asked in 2005

Overall quality of city libraries o1%
0
gryay : e i) 8AY%
4 Availability of materials you need ast
0

4 Adequacy of on-line (Internet) information/service [ 0%

4 Number of public access computers in libraries 5%
0

4 Quiality of children's programs 80%

Helpfulness of library staff 8955

4 Hours libraries are open 73%
76%

0% 20% 40% 60% 80% 100% 120%
(212005 12007 mWM2008

TREND DATA

Source: ETC Institute (2008 - Des Moines, IA, Resident Survey)
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2008 Des Moines DF Survey
Importance-Satisfaction Assessment Matrix
-Libraries -

(points on the graph show deviations from the mean importance and satisfaction ratings given by respondents to the survey)

mean importance

mean satisfaction

Exceeded Expectations Continued Emphasis
low er importance/higher satisfaction higher importance/higher satisfaction
Helpfulness of library staff
Location of libraries
I ! \I \ Quality of libraries &
P Aailability of materials you need
7z equacy of library buildings
O)[On-line information/services
=
= Number of public computers , .
§ & Children's programs JAours libraries are open
cC Quality of adult programs /
o
-
&)
©
[F.
7))
=
®©
p]
Less Important Opportunities for Improvement
low er importance/low er satisfaction higher importance/low er satisfaction

Importance Rating

Source: ETC Institute (2008)



BUSINESS
SURVEY FINDINGS



Business Survey Methodology
Designed to objectively assess priorities and
satisfaction with the delivery of city services

Administered by phone to a random sample of
404 businesses

Precision of at least +/-4.8% at the 95% level
of confidence

June-July 2008

Good representation by size and type of
business



Overall Satisfaction With City Services With Regard to
How the Services Affect Business Operations

by percentage of business respondents who rated the item as a 1 to 5 on a 5-point scale

Emergency medical services

Fire services

Police services

Water and sewer services

Parks and recreation services
Des Moines International Airport
Street lightening

Streets sweeping/cleanliness of public areas
Availability of public transportation
Economic development

Zoning

Building permits

City's drainage system

Street Maintenance

49% 43% 8%
51% 39%
39% 41% 14%
35% 43% 12%
31% 47% 19%
24% 46% 19%
21% 46% 25%
18% 45% 24%
21% 38% 25%
18% 38% 29%
12% 35% 37%
12% 34% 32%
13% 30% 27%
11% 30% 26%
0% 20% 40% 60% 80%

@ Very Satisfied (5)

JSatisfied (4) CINeutral (3) Dissatisfied (1/2)

Source: ETC Institute (2008 - Des Moines, 1A, Business Survey)

100%




City Services That Are Most Important To Businesses

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

Police services
Street Maintenance
Water and sewer serwces

Fire services J-*J 26%

Zoning Il B 14%

Parks and recreation services || i 4% |
0% 10% 20% 30% 40% 50%

Source: ETC Institute (2008 - Des Moines, IA, Business Survey)



Do You Think That the City of Des Moines is
a "Business Friendly" Community?

by percentage of business respondents

Yes
64%

Don't know
13%

NoO
23%

Source: ETC Institute (2008 - Des Moines, IA, Business Survey)



Top Reasons that Businesses Will Stay In
the City of Des Moines for the Next 10 Years

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

Level of taxation | [ 35%
Attitude of local government toward business 1 30%
Image of the City | B 25%
Low crime rate I 24%
Proximity of businesses important to your business | I 21%
Availability of trained employees | B 19%
Telecommunications/utilities/other infrastructure |l T 15%
Access to highways [l T 14%
Quality of local schools | T 13%
Quality of streets |l | 12%
Affordable housing for your workforce Il N 12%
Availability of public transportation i 1l 8%
Trails/parks/open space [l 5%
Access to airports [l 5%
Libraries/arts/cultural amenities [ W 5%
Convenient access to the airport | 4%
Quality housing/amenities for senior managers [l 2%

0% 10% 20% 30% 40%
B 1st Choice [12nd Choice M 3rd Choice

S/

Source: ETC Institute (2008 - Des Moines, IA, Business Survey)



How Businesses Rate the Performance of Various
Units of Des Moines City Government They
Interacted With the Previous Year

by percentage of business respondents who rated the item as a 1 to 5 on a 5-point scale

Fire Inspections

Police Department

Des Moines International Airport
Public Works
Pre-Occupation/Safety Inspections
Economic Development Office
Permit and Development Center

Construction/Building Permit Inspections

42% 44% 12% fip

43% 42% 11% s<+;

23% 52% 20%  pog

22% 47% 22%  |6%}4%

23% 43% 28% 599

29% 36% 25% 1916%

19% 31% 30% 13% | 7%

15% 33% 32% 12%{8%
0% 20% 40% 60% 80% 100%

EVery Good (5) E31Good (4) OFair (3) CIPoor (2) EVery Poor (1)

Source: ETC Institute (2008 - Des Moines, IA, Business Survey)



Summary of Major Findings

Overall satisfaction with City Services has increased

— Composite index increased from 100 to 105
— Increases in satisfaction were lead by improvements in communication
— 43 statistically significant increases vs. just 4 significant decreases

Overall satisfaction with city services in Des Moines Is
significantly higher than the national average

— 71% in Des Moines vs. U.S. Average of 58%

Opportunities for Improvement

— Public Safety — visibility of police in neighborhoods

— Community Development — Litter and the maintenance of rental property
— Public Works — Condition of Streets

— Communication — level of public involvement in decision-making

Business Community Generally Has a Favorable
Perception of the City
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