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Q1. Overall Satisfaction with City Services
by Major Category

by percentage of respondents (excluding don't knows)

Public safety services provided by the City [[NES] 2996 | 11w |
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Overall Satisfaction with City Services
by Major Category - 2005 to 2015

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where 5 means very satisfied
(excluding don't knows)

City parks and recreation programs and facilities

Solid waste services (trash, recycling, etc.)

not asked irj 2005 | | |

City water, electric, and sewer services

not asked in 2005

Customer service received from City employees
Public safety services provided by the city

87%

Public health services provided by the City
City communication with the public
Enforcement of City codes and ordinances

Stormwater runoff/stormwater management system

Condition of City streets

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

2015 12014 E2005
Source: ETC Institute (2015) T—nds

Q2. Major City Services That Residents Think Are
Most Important for the City to Provide

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

Public safety services provided by the City

City water, electric, and sewer services

Condition of City streets

Solid waste services (trash, recycling, etc.)

Parks and recreation programs and facilities
Public health services provided by the City

The City's runoff/stormwater management system

Enforcement of City codes and ordinances

Public transit services (bus) 11%:

Effectiveness of City communication with public 10% :

Quality of customer service from City employees 7%

Quality of City permitting services for buildings

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

|-First Choice B Second Choice CThird Choice B Fourth Choice

Source: ETC Institute (2015)
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Q3. Satisfaction with Items That Influence
Perception Residents Have of the City

Satisfaction with Items That Influence
Perception Residents Have of the City
2005 to 2015
o rated the item asa 4 o‘r 5 on a 5-point scale where 5 means very satisfied
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Q4. Perceptions of Safety in the City
by percentage of respondents (excluding don't knows)

e : %%I
e ——— %//%%

Perceptions of Safety in the City
2011 to 2015
s who rated the iten_1 asa 4 or 5 on a 5-point scale where 5 means very safe

| | | |
0% 20% 40% 60% 80% 100%
2015 C12014 m2011
ETC Institute (2015) Trends
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Q5. How Likely Residents Think the Following Will
Happen to Them in the City of Columbia

by percentage of respondents (excluding d k )

Q6. Satisfaction with Public Safety Services

by percentage of respondents (excluding don't knows)

overat sty iy v prseion [ %//////%//{/%/////%
ez N %////////{%///////

[EVery Satisfied (5) [ISatisfied (4) CINeutral (3) ElDissatisfied (1/2) |
Source: ETC Institute (2015)
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Satisfaction with Public Safety Services
2005 to 2015

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where 5 means very satisfied
(excluding don't knows)

Overall quality of City fire protection

How quickly Fire Dept. responds to emergencies

Overall quality of local police services

How quickly police respond to emergencies

Police efforts to prevent crime

City's municipal court

49% |

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

2015 12014 E2005 d
Source: ETC Institute (2015) m

Q7. Public Safety Services That Residents Think Are
Most Important for the City to Provide

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

Police efforts to prevent crime 70%

How quickly police respond to emergencies 66%

How quickly Fire personnel respond to emergencies

Overall quality of local police services

Overall quality of City fire protection

12%,
|
Il Il Il

0% 20% 40% 60% 80%

The City's municipal court

EFirst Choice ESecond Choice EThird Choice

Source: ETC Institute (2015)
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Q8. Satisfaction with Parks and Recreation Services
by percentage of respondents (excluding don't knows)

0%

[EVery Satisfied (5) [DSatisfied (4) CINeutral (3) EDissatisfied (1/2) |

Satisfaction with Parks and Recreation Services
20 14 vs 20 15
by percentage of respondents who rated the atisfied
( I d d k ows )
Quality of walking/biking trails city —
Quality of outdoor athletic fields —
bility of n City parks & rec programs —
0% 100%
enas
Source: ETC Institute (2015) Tre n d S
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Q9. Parks and Recreation Services That Residents
Think Are Most Important for the City to Provide

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

68%

Quiality of City parks

Quality of walking/biking trails in the city

Quality of outdoor athletic fields

!
1v%
|

Quality of recreation programs and classes

|
17%
I

|
City pools and aquatic facilities 15%
|

Availability of info on City parks & rec programs

| | |
0% 20% 40% 60%

WFirst Choice CJSecond Choice

Source: ETC Institute (2015)

Q10. Satisfaction with Streets and Sidewalks

by percentage of respondents (excluding don't knows)

Snow removal on neighborhood streets 4%%%

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

|-Very Satisfied (5) (ASatisfied (4) CINeutral (3) EDissatisfied (1/2) |

Source: ETC Institute (2015)
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Satisfaction with Streets and Sidewalks
2005 to 2015

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where 5 means very satisfied
(excluding don't knows)

Snow removal on major City streets

Availability of sidewalks in the City

City maint/repair svcs. for neighborhood streets

City maint/repair services for major City streets

Condition of City sidewalks

Condition of pavement markings
not asked in:2005

Snow removal on neighborhood streets

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

2015 312014 E2005 |
Source: ETC Institute (2015) M

Q11. Streets and Sidewalk Services That Residents
Think Are Most Important for the City to Provide

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

City maint/repair services for major City streets

Snow removal on major City streets

City maint/repair svcs. for neighborhood streets

Snow removal on neighborhood streets

Condition of pavement markings

Condition of City sidewalks

Availability of sidewalks in the city

City street cleaning services

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

W First Choice BSecond Choice EThird Choice

Source: ETC Institute (2015)
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Enfor

Enforce

urce: ETC Institute (2015)

Q12. Satisfaction with Code Enforcement and

Neighborhood Services
by percentage of respondents (excluding don't knows)

Cleanup ot rash and //////////

[=Very satisfied (5) DSatisfied (4) TNeutral (3) ElDissatisfied (1/2) |

by percenta

m2015 12014 12011
: ETC Institute (2015) Trends

Source

Satisfaction with Code Enforcement and
Neighborhood Services - 2011 to 2015

ge of respondents who rated the item as a 4 or 5 on a 5-point scale where 5 means very satisfied
(excluding don't knows)

|
56%
|
d property 57
|
00\
|
|
53%
b property 55%
58%
|
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|
|
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Q13. Code Enforcement and Neighborhood Services
That Residents Think Are Most Important for
the City to Provide

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

I
56%

Clean-up of trash and litter

|
Maintenance of residential property 51%

Enforcement of residential building codes

Maintenance of business property

Enforcement of business building codes

Parking on neighborhood streets

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

W First Choice ESecond Choice CThird Choice

Source: ETC Institute (2015)

Q14. Agreement with Various Statements Regarding
Columbia’s City Government

by percentage of respondents (excluding don't knows)

Gty government vlues aversty u///////jj////// "

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

I-St rongly agree (5) EZAgree (4) CINeutral (3) EDisagree (1/2) |

Source: ETC Institute (2015)
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Q15. Agreement with Various Statements Regarding
Personal Well-Being

by percentage of respondents (excluding don't knows)

Columbia is great place to live, work, learn & play % %/////////}}Z%//////%
I earn a wage that allows me to meet basic needs % : W////////}Z&//////%
Columbia is a place where | can thrive % : W////////}{;%////%
Columbia has jobs for which | am qualified % : W//////////Z%/////%
T D inase for themsaives [N W////ﬁ%//%
it - | . IR
Columbia has jobs that allow me to advance in my field 19%7 %////é;;{%////%
Columbia offers opportunities to help p:\zglgusstﬁ]r; g;(:; 139% %////%/ZZ////%

| take advantage of Water & Light energy efficiency
programs

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

[ Strongly agree (5) EJAgree (4) CINeutral (3) EDisagree (1/2)|

Source: ETC Institute (2015)

Q16. When you are sick or need advice about your
health, where do you usually go?

by percentage of respondents

A doctor's office

An urgent care center

A hospital emergency room

No usual place

Other

| | | |
0% 20% 40% 60% 80% 100%
Source: ETC Institute (2015)
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Q17. Was there a time in the past 12 months when you
needed medical care, but could not get it?

by percentage of respondents

No
94%

Source: ETC Institute (2015)

Q17. Was there a time in the past 12 months when you
needed medical care, but could not get it?

by percentage of respondents

No

017-2. What was the main reason
you could not get medical care?

Cost or no insurance

Too long a wait for an appointment

Too long a wait in the waiting room
Office wasn't open when | could get there
No transportation

Distance from medical provider

Medical provider did not speak my language

L
% 50% 60%

Source: ETC Institute (2015)
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Q18. Was there any time in the past 12 months when
you were not able to meet your basic needs, such as
paying for food, housing or utilities?

by percentage of respondents

No
94%

Source: ETC Institute (2015)

Q19. During the past month, on average, how many
times did you engage in physical activities or exercise
each week?
by percentage of respondents (excluding not provided)

3+ times
61%

1-2 times
32%

Source: ETC Institute (2015)
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Q20. During the past month, how many times per day
(on average) did you eat fruit and/or vegetables?

by percentage of respondents (excluding not provided)

4+ times a day
33%

Never
Less than 4 times/day 1%

66%

Source: ETC Institute (2015)

Q21. Residents’ Perceptions of Neighborhood Problems

by percentage of respondents (excluding don't knows)

Graffiti 80%
Abandoned cars or vehicles 77%
Lack of good places to shop for food/other items 78% %%
Roaming/loose animals 66%
Overgrown lots 67%
Lack of recreational activities 78%
Abandoned or run-down buildings 69%
Lack of cultural activities 71%
Flooding 69%
Homelessness 70%
Unemployment 56%
Unsupervised children or teenagers 55%
Public schools not providing quality education 65%
Tension between racial/ethnic groups 65%
Lack of affordable housing 54%
Lack of affordable, quality child care 54%

Crime, drugs, or violence 43%
Speeding on neighborhood streets 25%

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

|-Not a problem (1) EZMinor problem (2) COModerate problem (3) EMajor problem (4) I
Source: ETC Institute (2015)
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Q22. Which ONE of the following best describes your
relationship with your neighbors?

by percentage of respondents (excluding don’t knows)

| have a close relationship
with a few of my neighbors
33%

I have a close relationship
with many of my neighbors
21‘7))/ ynel

| don’t know anyone
in my neighborhood
3%

29% 14% )
I know several of my neighbors, but I know & few in my neighborhood but
am not very close with any of them am not very close with any of them

Source: ETC Institute (2015)

Q23. Which ONE of the following best describes how
people in your neighborhood interact with one another?

by percentage of respondents (excluding don’t knows)

They often help one another but do not
have many social activities together
30%

They often help one another & have

many social activities together
15%

They almost always
keep to themselves
13%

. 42%
They occasionally help one another
but generally keep to themselves

Source: ETC Institute (2015)
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Q24. Satisfaction with Neighborhoods

by percentage of respondents (excluding don't knows)

oo [ = |~

[EVery Satisfied (5) ASatisfied (4) CINeutral (3) EDissatisfied (1/2) |

Q25. Have you called or visited the City with a question,
problem, or complaint during the past year?

by percentage of respondents

Source: ETC Institute (2015)
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Q25. Have you called or visited the City with a question,
problem, or complaint during the past year?

No by percentage of respondents
57%

V

25-2. For which service did you
contact the City most recently?

Police 1:4%
12% :
12% |

Code enforcement
Yes

Solid waste (trash, recycling, yard waste
43% ( yeling, y: )

Streets

Electric service
Water

Monthly utility billing
Parks & recreation
Stormwater
Planning & zoning
Public health
Sewer

Sidewalks

Fire

Public transportation
Other

0% 5% 10% 1

Source: ETC Institute (2015)

Q25. Have you called or visited the City with a question,
problem, or complaint during the past year?

No by percentage of respondents
57%

—

025-3. Why did you contact the City
about this service?

Report a problem

Get information

Request service

Discuss a billing problem

Request non-emergency assistance

Comply with City requirements

Request emergency assistance

|

|

|

! ! ! !
0% 10% 20% 30% 40%

Source: ETC Institute (2015)
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Q25-4. Level of Agreement with Statements About the

Quality of Customer Service Received from City Employees
by percentage of respondents (excluding don't knows)

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

[ Strongly Agree (5) EZJAgree (4) CINeutral (3) EDisagree (1/2) |

Source: ETC Institute (2015)

Level of Agreement with Statements About the Quality
of Customer Service Received from City Employees
2007 to 2015

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where 5 means strongly agree
(excluding don't knows)

82%
City employees were courteous and polite 81%
83%

80%
Hours City employees were available met my needs 78%
not asked in 2007 ! !

|
71%
City employees were knowledgeable 71%!

ot asked in‘ 2007 : : :

69% 1

Overall, | was satisfied with customer service 70% !
67% :

69% |

Employees did what they said in a timely manner : : 69% :
| | |

% |

|

T T |

| | |

inot asked i 2007
|

Employees gave prompt/accurate/complete answers

not asked ij 2007

It was easy to reach the right person at the City

1 1
0% 20% 40% 60% 80% 100%

W2015 12014 E2007
Source: ETC Institute (2015) T ren d S
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Q26. Ratings of Service Provided by the City’s
Utility Billing Office

by percentage of respondents (excluding don't knows)

Good
48%

Excellent
28%

Very poor
Average al %/o/po

19%

Source: ETC Institute (2015)

Q27. Sources Where Residents Would Like to Receive
Information About City Issues, Services and Events

by percentage of respondents (multiple choices allowed)

City newsletter that comes with utility bill
Television news

Local newspaper

Radio

City website

Neighborhood or homeowners associations
Facebook

Friends/neighbors

City cable channel

Twitter

Google+

YouTube

Pinterest

Other

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

Source: ETC Institute (2015)
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Q28. Level of Agreement with Statements About
Communication

by percentage of respondents (excluding don't knows)

City government is a trusted source of info | (44/; %///////// //////%
City's website provides usefulnfo | (AL ///////////// -
Information s cleariaccurate & meets my needs | 1/ ///////7////// _
There are enough mobile apps to provide City info 7/7////////% | % |
City's use of social media provides useful info 6/%///////
City's cable TV channel provides useful info e//%

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

I Strongly Agree (5) EZAgree (4) CINeutral (3) EDisagree (1/2) |

Source: ETC Institute (2015)

Agreement with Statements About Communication
2007 to 2015

by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale where 5 means strongly agree
(excluding don't knows)

I
64%

City government is a trusted source of info 60%

|
63% |

Itis easy to get info needed from City government

Information is clear/accurate and meets my needs

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

2015 12014 E=2007
Source: ETC Institute (2015) T ren d S
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Q29. Please indicate if your household uses the following
Utility Services provided by the City of Columbia:

by percentage of respondents who answered "YES"

Residential trash collection service

City sewer service

City water service

Curbside recycling (blue bags) 92%

City electric service

Drop-off recycling

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

Source: ETC Institute (2015)

Percentage of Residents Who Indicated They
Have Used Utility Services Provided by the City
2005 to 2015

by percentage of respondents who answered "YES"

|
97%

Residential trash collection service 95%
93%‘
|

95%

City water service 94%

95%
|
|
92%;
Curbside recycling (blue bags) 87% }
|
|
87% |
City electric service 88% :
88% |
|
56% l l
Drop-off recycling Sgs% : :
| | |
Il Il Il

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

m2015 12014 E92005]
Source: ETC Institute (2015) T ren d S
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Q29. Satisfaction with Utility Services

by percentage of respondents (excluding don't knows)

//

|
—

|[EVery Satisfied (5) DSatisfied (4) CNeutral (3) EDissatisfied (1/2) |

Satisfaction with Utility Services
2005 to 2015

by percentage of respondents who rated the item as a 4 0 5-point scale where 5 means very satisfied
( I ding don k ows )

80%
% 20% 40% 60% 80% 100%
m2015 12014 E92005]
ource: ETC Institute (2015) M
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Q30. Please indicate if you've done any of the following
during the past year in the City of Columbia:

by percentage of respondents who answered "YES"

Visited a city park

Visited a community recreation center

Have you used Columbia Airport

Attended or watched any City meetings
Used police services

Used public health services provided by City
Used fire or emergency medical services
Were a victim of any crime

Used public transportation/bus

Applied for a building permit from City

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

Source: ETC Institute (2015)

Demographics

Source: ETC Institute (2015)
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Q31. Number of Years Lived in Columbia

by percentage of respondents

6-10 years
19%

11-15 years
17%

Under 5 years
21%

16-20 years
13%

31+ years
15%
21-30 years
16%

Source: ETC Institute (2015)

Q32. Are you a student in a college or university?

by percentage of respondents

No
91%

Source: ETC Institute (2015)
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Q33. Do you own or rent your current residence?

by percentage of respondents

Source: ETC Institute (2015)

Q34. Age of Survey Respondents

by percentage of respondents

Under 35
26%

35-44
25%

65+

11%

45-54 17%
22%

Source: ETC Institute (2015)
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Q35. Number of Residents in Household

by percentage of respondents

Two

One
18%

Five or more
6%

Three Four
17% 11%

Source: ETC Institute (2015)

Q36. Number of Employed Residents in Household

by percentage of respondents

Two
37%

20%

Four or more

Three 2%
7%

Source: ETC Institute (2015)
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Q37. Which of the following best describes your
employment status?

by percentage of respondents (excluding not provided)

Employed full time
58%

Employed part time
12%

Not employed, looking for wor

1% 3%

0
Disabled, not able to work

3% Retired
Not employed, not looking for work 23%

Source: ETC Institute (2015)

Q37-2. If you are employed, how many paying jobs
do you have?

by percentage of respondents who are employed (excluding not provided)

One
84%

Three or more
3%

Two
13%

Source: ETC Institute (2015)
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Q37-3. If you are employed, do you work inside or
outside the City limits of Columbia?

by percentage of respondents who are employed (excluding don’t knows)

Inside
7%

Outside 12%
11%

Source: ETC Institute (2015)

Q38. Total Annual Household Income

by percentage of respondents

$15,000 - $29,999
12%

$30,000 - $59,999
21%

Under $15,000
8%

Not provided
5%

$60,000 - $99,999
25%

More than $100,000
30%

Source: ETC Institute (2015)
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Q39. Race/Ethnicity of Respondents
by percentage of respondents
White/Caucasian 81%
| | | |
| | | |
African American/Black 9% : : : :
| | | |
| | | |
| | | |
Hispanic 4% I I I |
| | | |
| | | |
| | | |
| | | |
Asian/Pacific Islander 3% I I I |
| | | |
l l l l
Mixed Race 2% : : : :
| | | |
l l l l
Native American/Eskimo | 1% : : : :
| | | |
l l l l
Other 1% : : : :
1 1 1 1
0% 20% 40% 60% 80% 100%
Source: ETC Institute (2015)

Q40. Gender of Respondents

by percentage of respondents

Female
49%

Male
51%

Source: ETC Institute (2015)
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