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More than 1,750,000 Persons Surveyed Since 2006 
for more than 500 cities in 48 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 30 years 
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Agenda 
• Purpose and Methodology 

 

• Bottom Line Upfront 
 

• Major Findings 
 

• Conclusions 
 

• Questions  



 
• To objectively assess resident 

satisfaction with the delivery of major 
City services 

 
 

• To help set priorities for the community 
 
 

• To compare the City’s performance with 
other cities, both local and across the 
U.S. 
 
 
 

 

Purpose 



Methodology 
• Survey Description  

– survey was 7 pages in length 
– took approximately 20 minutes to complete 

• Method of Administration   
– mailed to a sample of households in the City 
– phone follow-ups done 7 -10 days after the mailing  

• Sample size: 405 completed surveys 
• Confidence level:  95%  
• Margin of error:  +/- 4.8% overall 
• All key demographic groups in the City were well 

represented 
• Good geographic representation from all areas of 

the City 
 





Bottom Line Up Front 
 Residents generally have a positive perception 

of the City 
 

 The City is doing good job of providing 
services throughout the City 
 

 San Marcos is setting the standard for 
customer service among other U.S. cities 
 

 City investment priorities are aligned with 
community needs 



Topic #1 
What Do Residents Generally 

Think of the City?  
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Residents Generally Felt Safe in the City 



Only 6% of the Residents  Surveyed Were Dissatisfied With the Overall Quality of City Services 



Current Efforts By the City to Improve Streets and Transportation in the City Have Likely Contributed to 
Dissatisfaction with these Services, but the dissatisfaction should be short-term. 



Topic #2 
How Well Are City Services 

Being Delivered in Different 
Areas of the City? 
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Q4a. Satisfaction with the  OVERALL quality of City services 

While There Are 
Some Differences for 

Specific Services,  
Overall Satisfaction 
With City Services 

Is the Same  
Throughout the City 

 
 
 

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

 
 
 
 
 
 
 

1.0-1.8 Very Dissatisfied 

1.8-2.6 Somewhat Dissatisfied 

2.6-3.4 Neutral 

3.4-4.2 Somewhat Satisfied 

4.2-5.0 Very Satisfied 
Other (no responses) 

2013 City of San Marcos Community Survey 
Shading reflects the mean rating for all respondents by CBG (merged as needed) 



Topic #3 
How Have Things Changed 

Since 2011? 
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Areas that Generally Improved  
 Library Services 
 Customer Service 
 Solid Waste Services 

 
Areas with the Most Notable Decreases  
 Street Maintenance 
 Transportation Planning 
 Management of stormwater runoff & flood prevention  
 Code Enforcement 

Trends from 2011 

The Current Investments in City Streets and Transportation Are Probably 
Contributing to the Short-Term Decrease in Satisfaction in these Areas  



Topic #4 
How Does San Marcos 

Compare to Other 
Communities? 
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Significantly Higher:            Significantly Lower:   

The City Is Setting the 
Standard for Customer 

Service 



Significantly Higher:            Significantly Lower:   

Residents Feel Safe 



Significantly Higher:            Significantly Lower:   

Overall Satisfaction 
with City Services 

Rated Above Average 
Even Though Other Key 
Indicators Rated Below 

Average.  This 
Suggests the City 

Government Has Good 
Brand Recognition. 



Significantly Higher:            Significantly Lower:   

v 

v 

Results for Specific 
Services Are Mixed 



Major Finding #5 
What Do Residents Think Are 

the City’s Top Priorities?  
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Top Three OVERALL Opportunities for Improvement:   



Top Three Opportunities for Parks and Recreation:   



Top Three Opportunities for Code Enforcement:   



Top Three Opportunities for Public Services:   





Other Findings 
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 Residents generally have a positive perception of the City 
(only 6% are dissatisfied with City services) 

 

 Overall satisfaction with City services is generally the same 
in all areas of the City 
 The City is doing an equitable job of providing services throughout 

the City 
 

 San Marcos is setting the standard for customer service 
Overall satisfaction with City services rated 15% above the national 

average and 13% above the southwest average 
 The City rated significantly above the national average in ALL 5 of 

the customer service items assessed 
 

 The City’s top priorities are aligned with community needs:  
Maintenance of city streets and sidewalks 
 Police services 
 Transportation planning in the City 

Summary and Conclusion 



Questions? 
 

THANK YOU!! 
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