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More than 2,200,000 Persons Surveyed Since 2009 
for more than 900 communities in 49 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 more than 35 years
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• To objectively assess resident satisfaction with 
the delivery of major City services

• To help determine priorities for the community

• To gather input from residents to help set 
strategic priorities

• To serve as a benchmark for future performance

Purpose
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Methodology
• Survey Description 

 seven-page survey; included many of the same questions that were 
asked on previous surveys

 4th Resident Survey conducted for the City

• Method of Administration  

 by mail and online to a random sample of City residents

 each survey took approximately 15-20 minutes to complete

• Sample size:

 completed surveys: 608

 demographics of survey respondents accurately reflects the actual 
population of the City

• Confidence level:  95% 

• Margin of error:  +/- 4% overall
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Good Representation 
by Age
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Good Representation 
by Race/Ethnicity
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Good Representation 
by Gender



City of Fayetteville 2019 Resident Survey

Good representation 
throughout the City

Location of Survey Respondents
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Bottom Line Up Front
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 Residents Have a Positive Perception of the City

 The City Is Moving in the Right Direction
 Satisfaction ratings have increased or stayed the same in 66 of 101 

areas compared to 2018

 Fayetteville Rates 13% Above the U.S. Average in the Overall 
Quality of City Services

 Fayetteville Rates 15% Above the U.S. Average in Customer 
Service from City Employees

 Top Overall Priorities for City Services:
 Traffic Flow
 Maintenance of City Streets

 Top Strategic Goals to Emphasize:
 Desirable Place to Live, Work & Recreate
 Safe and Secure Community
 Diverse and Viable Economy



Major Finding #1
Residents Have a Positive 

Perception of the City
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More Than a 6 to 1 Ratio of Residents Who Are Satisfied vs. Dissatisfied (61% vs. 10%) 
with the Overall Quality of Services Provided by the City 12



Most Services Received High Ratings.  The Only Areas with Dissatisfaction Ratings Above 30% 
Are Streets and Traffic Flow 13
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Satisfaction with the Overall Quality of City Services

All areas are in BLUE, which 
indicates that residents in all 
Council Districts are satisfied

Resident Satisfaction
Mean rating on a 5-point scale

ETC INSTITUTE

1.0-1.8 Very Dissatisfied

1.8-2.6 Dissatisfied

2.6-3.4 Neutral

3.4-4.2 Satisfied

4.2-5.0 Very Satisfied

No Response



Major Finding #2
The City Is Moving in the Right 

Direction
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16Significant Increases From 2018: Significant Decreases From 2018:
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17Significant Increases From 2018: Significant Decreases From 2018:
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18Significant Increases From 2018: Significant Decreases From 2018:
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19Significant Increases From 2018: Significant Decreases From 2018:
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20Significant Increases From 2018: Significant Decreases From 2018:
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21Significant Increases From 2018: Significant Decreases From 2018:
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Major Finding #3
Comparisons to Other Communities
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Significantly Higher: Significantly Lower:
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Major Finding #4
Community Priorities
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25Overall Priorities:
25
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27Maintenance Priorities:
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28Public Safety Priorities:
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Other Findings
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Ways Residents Prefer to Get 
Information About the City Is 

Aligned with the Way
They Currently Get Information



Summary
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Summary
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 Residents Have a Positive Perception of the City

 The City Is Moving in the Right Direction
 Satisfaction ratings have increased or stayed the same in 66 of 101 

areas compared to 2018

 Fayetteville Rates 13% Above the U.S. Average in the Overall 
Quality of City Services

 Fayetteville Rates 15% Above the U.S. Average in Customer 
Service from City Employees

 Top Overall Priorities for City Services:
 Traffic Flow
 Maintenance of City Streets

 Top Strategic Goals to Emphasize:
 Desirable Place to Live, Work & Recreate
 Safe and Secure Community
 Diverse and Viable Economy



Questions?

THANK YOU!!

35


