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Preface

The City of Rockville welcomes the opportunity to hear from residents regarding their community.
The 2012 Citizen Survey, the seventh in a series of such surveys conducted since 2001, is one way
we make sure we know what residents think about local government and the quality of life in
Rockville. The survey serves as a consumer score card by letting us know what residents think is
working well and what is not in City service delivery. The survey also permits Rockville residents to
make judgments about the quality of life here, and to indicate what they like about and what can
improve in our community. The results of the survey comprise a major component of Rockville’s
work to measure performance, and also are intended for use in planning and resource allocation.
We appreciate the responses given by those who participated in the survey. We hope that you will
find these results interesting and useful.

The Rockville Citizen Survey is comprehensive, covering many topics related to life in this
community. Much of the body of the report of results is organized around the five Mayor and
Council Strategic Goals and Principles 2012-2016. These are:

Fiscal Responsibility

Responsible Growth Management
Public Service and Public Safety
Responsive Government

* & o o

Effective Communications

Questions related to taxes and prioritization of spending can be found in the Fiscal Responsibility
section. Most of the quality of life, sense of safety, community characteristics, use of recreation and
parks facilities and City services ratings can be found in the sections titled Responsible Growth
Management and Public Service and Public Safety. Ratings of City employees and local government
performance can be found in the section titled Responsive Government. Modes of communication
about the City and use of technology can be found in the Effective Communications section.
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Executive Summary

Summary of Comparisons

The City of Rockville elected to have their results compared to those of other jurisdictions around
the nation. These comparisons are made possible through National Research Center’s national
benchmark database, which contains resident perspectives gathered in citizen surveys from
approximately 500 jurisdictions, including cities and counties. Where comparisons are available,
Rockville results are noted as being “much above,” “above,” “similar to,” “below” or “much below”
the benchmark. These evaluations come from a statistical comparison of Rockville’s rating to the
benchmark. (For more information, please see the How the Results Are Reported section in the full
report.)

” «

Evaluated against the benchmark comparisons, the following items were:

¢ Refuse collection ¢ Building permit process "
. . Government welcomes citizen
¢ Recycling services ¢ Ease of travel by car .
. . involvement
¢ Leaf pick-up ¢ Ease of travel by transit . .
. . . Government listens to its
¢ Street repairs and ¢ Quality of new commercial .
- residents
maintenance development
. L Overall appearance of
¢ Street sweeping ¢ Senior citizen programs and Rockville
¢ Snow and ice removal services . -
. . . Overall quality of life in
¢ Sidewalk maintenance ¢ Services to youth Rockville
Much above ¢ City of Rockville's water and ¢ Overall customer service (of .
. ; Overall quality of
the benchmark sewer services City employees) neighborhood
¢ A ran f Ci rk ¢ Knowl f City empl .
ppea a_ ce of City parks ow ed.ge (of City e_ ployees) Opportunities to attend
4 Recreation centers ¢ Responsiveness (of City
R ional | ) cultural or arts events
* ecrea.\tlo.na programs employees . . . Place to raise children
¢ Athletic fields ¢ Overall quality of City services .
) T ¢ Sense of community
¢ Playgrounds ¢ Pleased with overall direction
R ¢ activiti ilable i City is takin Openness and acceptance of
* ankge o aCtIVItIE? available in c \/d | gf e Citvt the community toward people
par san.d.recreatlon centers * o‘o value for the City taxes of diverse backgrounds
and facilities paid
¢ Crime prevention efforts ¢ Rockville's natural environment Commercial property
¢ Enforcement of traffic laws ¢ Courtesy (of City employees) maintenance code
Above the ¢ Emergency preparedness ¢ The Rockville Channel 11 enforcement
benchmark ¢ Street lighting programming Residential property
¢ Ease of travel by walking ¢ Rockville's website maintenance code
¢ Drinking water quality ¢ Appearance (of City website) enforcement
¢ Quality of new residential Place to retire
Similar to the ¢ Overall police services Q v . .
. development Ease of navigation (of City
benchmark ¢ Ease of travel by bicycle . .
¢ Follow-up (of City employees) website)
Below the ¢ Safety in business areas in
benchmark Rockville after dark
¢ Safety in your neighborhood
Much below after dark ¢ Safety in business areas in Availability of affordable

the benchmark

Safety in your neighborhood
during the day

Rockville during the day

housing

Report of Results
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National benchmark comparisons also were available for the following questions that related to
resident behavior or local issues (for example, residents contacting the City in the last 12 months).
Where comparisons are available, Rockville results are noted as being “much more,” “more,”
“similar to,” “less” or “much less” than the benchmark.

¢ Population growth seen as too fast

Much more than the benchmark
¢ Experiencing housing costs stress (housing costs 30% or MORE of income)

More than the benchmark ¢ None

¢ Used a Rockville recreation center

Similar to the benchmark .
¢ Used a Rockville park

Less than the benchmark ¢ Had contact with a City of Rockville government employee in last 12 months

¢ Retail growth seen as too slow
Much less than the benchmark ¢ Jobs growth seen as too slow
¢ Participated in a Rockville recreation program

Survey Background

The City of Rockville collects data to measure performance, assess potential improvements and
compare performance over time. An important part of the City’s performance management is to
collect feedback directly from our customers. The City is committed to continually improving its
services and programs to residents and has created performance measures for all of its major
services. The City contracted with National Research Center, Inc. (NRC) to conduct the 2012 City of
Rockville Citizen Survey.

The Rockville Citizen Survey was created in 2001 to gather the resident perception data needed for
the City’s performance measures. Since then, a citizen survey has been conducted biennially to
continue to measure resident opinion and monitor trends. These results are part of a data-driven
accountability system to improve the organizational efficiency and effectiveness of the City
government.

The five-page City of Rockville 2012 Citizen Survey was mailed to 2,000 randomly selected
households, of which approximately 4% were vacant. Completed surveys were obtained from 682
community residents, for a response rate of 36%; lower than the response rate in 2010 (40%). The
95% confidence interval (also referred to as “the margin of error”) was four percentage points
around any given percent and two points around any average score on the 100-point scale. Surveys
were completed in languages other than English including Spanish, Chinese, Korean, Russian and
Vietnamese.

Survey participants were asked to rate the quality of life in the City, the community’s amenities and
local government. The questionnaire also included items pertaining to issues facing the community.

Although responses to many of the evaluative questions were made on a four-point scale with four
representing the highest rating (usually “excellent”) and one the lowest (usually “poor”), many of
the results in this summary are converted to a common scale where zero is the lowest possible
rating and 100 is the highest possible rating. If everyone reported “excellent,” then the result would
be 100 on the 100-point scale. Likewise, if all respondents gave a “poor” rating, the result would be
zero on the 100-point scale. An average rating of 67 is equivalent to “good,” and 33 is “fair.” Use of

Report of Results 2
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this converted scale to show average ratings allows for comparison to other jurisdictions, where
different question wording and response scales may have been used.

Because Rockville has administered resident surveys previously, where available, comparisons
could be made between 2012 responses and those from prior years. Rockville’s results also were
compared to those of other jurisdictions around the nation. These comparisons were made possible
through NRC’s national benchmark database. This database contains resident perspectives
gathered in citizen surveys from approximately 500 jurisdictions.

Survey Findings

Overall, stability in the survey results from 2010 to 2012 was common, with few changes in ratings.
Where there were significant changes, ratings tended to increase between 2010 and 2012. Similar
to previous survey administrations, Rockville residents gave positive evaluations to many
questions on the survey, and when compared to ratings given by residents in other communities
across the country, Rockville generally received ratings that were above or much above the national
benchmark.

Fiscal Responsibility

¢ The value for the City government taxes paid was seen as “good” by residents.

e About 6 in 10 residents agreed that they received good value for the taxes paid to the City of
Rockville government. These ratings were similar to previous survey years and were much
above ratings given by residents in other communities across the U.S.

¢ Rockville residents were more supportive of reducing service levels than they were of
raising taxes to maintain existing levels of service.

e More than half (57%) of respondents strongly or somewhat supported reducing services
levels, while less than half supported increasing taxes to maintain existing levels of service
(42%). Twice as many residents strongly supported reducing levels of services and not
raising taxes than increasing taxes to maintain existing service levels.

Responsible Growth Management

¢ Ratings for the ease of travel by various transportation modes and the quality of new
development remained stable from 2010 to 2012, and tended to be above or similar to
the national averages.

e Ease of travel by transit and car were evaluated the most positively, with three-quarters
saying each was “excellent” or “good.” The ease of travel by bicycle received lower ratings
(51% “excellent” or “good”). Lower ratings were given to the ease of travel by bicycle by
those living between Route 355 and 1-270, and residents living west of I-270 gave less
positive ratings to the ease of travel by transit than those living in other areas of the city.

¢ The availability of affordable housing was among the lowest rated items on the survey,
with two-thirds choosing “fair” or “poor,” and was much below the national benchmark
comparison; therefore, this may be an area of opportunity for the City.

Report of Results 3
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¢ Although the rates of jobs growth and population growth were of concern in Rockville,
residents felt more positively about these types of growth in 2012 than in 2010.

o Fewer residents in 2012 than in 2010 felt that the rate of jobs growth was “too slow,” a
concern that was much less in Rockville than in other places across the United States.

e While population growth was seen as “too fast” by a smaller proportion of respondents in
2012 than in 2010, the proportion of Rockville residents viewing this as a concern was
much more than in other communities across the country.

Public Service and Public Safety

¢ Residents continued to experience a high quality of life in Rockville and voiced
appreciation for the City as a place to raise children and the quality of their
neighborhood.

e Nine in 10 respondents gave “excellent” or “good” ratings to the overall quality of life in the
city (91%), the city as a place to raise children (89%) and the overall quality of
neighborhoods (87%). These assessments were similar when compared to ratings given in
2010 and were much above the national averages.

e Rockville as a place to retire was viewed less positively than the other aspects of quality of
life (62% “excellent” or “good”), but was given similar ratings in 2012 compared to 2010
and was rated similar to the national benchmark.

¢ Favorable ratings were given to the various characteristics of the community and
environment, with most receiving at least “good” ratings from a majority of respondents,
and all were above or much above the national benchmark.

o The openness and acceptance of the community toward people of diverse backgrounds, the
overall appearance of Rockville and opportunities to attend cultural or arts events were
given the most positive reviews, with about 8 in 10 residents indicating “excellent” or
“good.” Trend lines remained stable.

e Rockville’s natural environment and drinking water quality received “excellent” or “good”
evaluations from three-quarters of residents. Drinking water quality was the only item
among these aspects of the community that increased from 2010 to 2012.

e Residents living west of [-270 tended to give higher ratings to the various aspects of the
community and environment than those living in the other two areas of the city.

¢ While residents tended to give safety ratings at or above “good” on the 100-point scale,
these ratings were below or much below what was reported in other communities across
the nation.

e Residents generally felt safe crossing the street in Rockville (68% “very” or “reasonably”
safe). Although this was similar to ratings given in 2010, it was the highest level of safety
reported to date.

e As may be expected, survey respondents tended to feel safer in their neighborhoods and in
Rockville’s business areas during the day than after dark. Those living west of [-270 tended
to feel safer in and around Rockville during the day and at night than did those living
between Route 355 and I-270 and east of Route 355.

Report of Results 4
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¢ Mostrespondents (87%) felt that the overall quality of City services was “excellent” or
“good,” a rating that was similar compared to 2010 and was much above the national
average.

e Respondents living between Route 355 and 1-270 and west of [-270 tended to give higher
ratings to the overall quality of City services than did those living east of Route 355.

¢ Most City services were rated highly by residents, with trends that have remained steady
over time and ratings that typically were above or much above the benchmarks.

e The services given the highest ratings included refuse collection, recycling services, yard
waste collection, playgrounds and the appearance of City parks; more than 8 in 10
respondents rated these services as “excellent” or “good.”

e Stability in trends over time was common for most services. However, two saw
improvements from 2010 to 2012: snow and ice removal and street sweeping.

e Comparisons of City services to the national benchmarks showed that Rockville residents
thought highly of the services they receive. Of the 23 services that could be compared, 22
were rated much above or above other jurisdictions across the country. One, overall police
services, was rated similar to the national average.

Responsive Government

¢ Respondents praised the City employees with whom they had contact.

e Of'the 47% of residents who reported having contact with a City employee in the 12 months
prior to the survey (a rate of contact that was less than what was reported in other
communities), at least 8 in 10 gave “excellent” or “good” marks to the various aspects of the
employee. Ratings were similar between 2010 and 2012.

e When compared to the national averages, Rockville City government employees were given
ratings that generally were above or much above the benchmark. Only the follow-up from
the employee was given a rating that was similar to the nation.

¢ Residents were happy with the performance of the City government, giving ratings that
mostly were at or above “good” and much above the national average.

e The government welcoming citizen involvement and being pleased with the overall
direction of the City government was taking were among the highest rated aspects. Ratings
of the local government performance were similar compared to previous years.

e Overall, residents living between Route 355 and [-270 and west of [-270 were more likely to
agree with each statement about the local government performance than were those living
east of Route 355.

Effective Communications

¢ Attendance of City Council meetings (either in-person or watching on television or
online) and viewing Rockville’s Channel 11 were lower in 2012 than in 2010.
e About one in six respondents reported having watched or attended a Mayor and Council
meeting in the last 12 months, down from one in five in 2010.

¢ (Quality ratings of Channel 11 programming (68% “excellent” or “good”) were above the
national average and similar to previous years. One-third of respondents had watched
Channel 11 at least once in the 12 months prior to the survey. Those who had watched gave
average ratings between “good” and “fair” to the variety of programming and the quality of
information.
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¢ Ratings of the City’s website were somewhat positive but residents noted room for
improvement.

o The quality of the City’s website received positive ratings (74% “excellent” or “good”),
which was higher than the national benchmark. Two-thirds said they had visited the
website in the previous 12 month period, similar to 2010. Those who had visited the City’s
website rated it most highly for having current information and gave the lowest rating to
the site’s search function.

e Ratings for most aspects of the City’s website remained stable from 2010 to 2012, except for
the quality of current information which saw an improvement in ratings. Compared to that
nation, the City website appearance was rated above the benchmark and the ease of
navigation was rated similar.

¢ While over half (56%) of respondents accessed the Internet using a mobile device, only
20% had accessed the City’s website using a mobile device in the previous 12 months.

¢ Rockville Reports and the City’s website continued to be the most preferred sources for
information about the City government.

¢ A mobile device and a public facility, such as a mall, community center or City Hall, were
the most frequently mentioned ways respondents got information during power outages.
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Survey Background

The City of Rockville’s 2012 Citizen Survey provided an opportunity for a representative sample of
residents to rate their satisfaction with the quality of life in the City, the community’s amenities and
with local government. The City of Rockville contracted with National Research Center, Inc. (NRC)
to conduct the 2012 Citizen Survey. The City of Rockville collects data to measure performance,
assess potential improvements and compare performance over time. An important part of the City’s
performance management is to collect feedback directly from its customers. The City is committed
to continually improving its services and programs to residents and has created performance
measures for all of its major services. The results of this survey are part of a data-driven
accountability system to improve the organizational efficiency and effectiveness of the City
government.

The City of Rockville conducted its first Citizen Survey for this effort in 2001, with subsequent
implementations approximately every two years; the 2012 Citizen Survey represents the seventh
iteration. The questionnaire results more often tell the City and its residents how residents feel
about the services provided, but not why they feel that way. Knowing what the City of Rockville
residents think about service delivery provides a score card on City performance. Periodic sounding
of resident opinion builds an important trend line from which to understand the impact of policies
and programs and make course corrections as needed.

Survey Methods

Following the mailing of a pre-survey notification postcard to a random sample of 2,000 Rockville
households, surveys were mailed to the same residences approximately one week later. A reminder
letter and a new survey were sent to the same households two weeks after the postcard. Finally,
one week after the reminder letter and survey, a reminder postcard was sent. Of the mailed
postcards, about 4% were undeliverable because the housing unit was vacant or the postal service
was unable to deliver the survey as addressed. Completed surveys were received from 682
residents, for a response rate of 36%. This is a good response rate (in general, response rates
obtained on mailed resident surveys range from 25% to 40%) and in sum or in part may be due to
the added reminder postcard sent as a fourth contact. However, the 2012 response was lower than
the response to previous surveys in Rockville. This decline in the response rate is consistent with
the declines seen in response to surveys across the country.!

Survey results were weighted so that age, gender, tenure (rent versus own), housing unit type
(detached versus attached) and ethnicity (Hispanic versus non-Hispanic) were represented in the
proportions reflective of the entire community. (For more information on the survey methodology,
see Appendix E: Survey Methodology. A copy of the questionnaire and mailing materials are included
in Appendix G: Survey Materials.)

Reaching Non-English Speaking Residents

The cover letter and survey were written in English. However, the cover letter included a sidebar
with a paragraph in five languages (Spanish, Chinese, Vietnamese, Korean and Russian) that
described the contents of the packet and provided a phone number to call if the resident wanted to
receive the survey in another language, or to get assistance in completing the survey.

! http://www.people-press.org/methodology/collecting-survey-data/the-problem-of-declining-response-rates
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Language translation services were subcontracted by the City of Rockville. A call center was
available during the day to take calls from non-English speaking residents and a voice mail box was
created for each of the five languages to receive calls after hours. In total, 39 calls were received and
31 translated surveys were sent to these residents. Four residents requested additional help by
phone to complete the translated surveys. (More information on outreach to non-English speakers
can be found in Appendix E: Survey Methodology.) In total, 12 surveys were completed in languages
other than English.

How the Results Are Reported

For the most part, frequency distributions and average (mean) ratings are presented in the body of
the report. Although responses to many of the evaluative questions were made on a four-point scale
with four representing the best rating and one the worst, many of the results in this summary are
reported on a common scale where zero is the worst possible rating and 100 is the best possible
rating. If everyone reported “excellent,” then the result would be 100 on the 100-point scale.
Likewise, if all respondents gave a “poor” rating, the result would be zero on the 100-point scale. If
the average rating for quality of life was “good,” then the result would be 67 on a 100-point scale;
“fair” would be 33 on the 100 point scale. Use of this converted scale to show average ratings allows
for comparison to other jurisdictions, where different question wording and response scales may
have been used.

On many of the questions in the survey, respondents gave an answer of “don’t know.” The
proportion of respondents giving this reply is shown in the full set of responses included in
Appendix A: Complete Set of Survey Responses and is discussed in the body of this reportif it is 20%
or greater. However, these responses have been removed from the analyses presented in the body
of the report, unless otherwise indicated. In other words, the majority of the figures in the body of
the report display the responses from respondents who had an opinion about a specific item.

When a figure for a question that only permitted a single response does not total to exactly 100%, it
is due to the common practice of percentages being rounded to the nearest whole number.

Precision of Estimates

It is customary to describe the precision of estimates made from surveys by a “level of confidence”
(or margin of error). The 95 percent confidence interval around an average score on the 100-point
scale will be no greater than plus or minus two points based on all respondents. The 95 percent
confidence level for this survey of 682 residents is generally no greater than plus or minus four
percentage points around any given percent reported for all survey respondents.

For comparisons among subgroups, the margin of error is less precise and rises to approximately
plus or minus 5% for subgroup sizes of 400 to plus or minus 10% for sample sizes of 100, and for
smaller subgroup sizes (i.e., 50), the margin of error rises to 14%. When comparing average ratings
among subgroups, the margin of error is plus or minus three points for subgroup sizes of 400 and is
approximately plus or minus six points for subgroup sizes of 100.

Comparing Survey Results by Geographic and Demographic Subgroups

Select survey results were compared by demographic characteristics of survey respondents and
geographic area of residence. Comparisons by geographic area are displayed in graphical form and
discussed throughout the body of the report (the full set of results by location and demographic
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characteristics can be found in Appendix B: Survey Results by Location within Rockville and Appendix
C: Survey Results by Demographic Subgroups.).

Comparing Survey Results Over Time

Because this survey was the seventh in a series of citizen surveys, the 2012 results are presented
along with past ratings when available. Differences between years, as presented in the body of the
report, can be considered statistically significant if they are six points or more on the 100-point
scale or six points percentage points or more around any given percent. Trend data for Rockville
represent important comparisons and should be examined for improvements or declines.
Deviations from stable trends over time especially represent opportunities for understanding how
local policies, programs or public information may have affected residents’ opinions.

Comparing to Results to Other Jurisdictions

Jurisdictions use the comparative information provided by benchmarks to help interpret their own
citizen survey results, to create or revise community plans, to evaluate the success of policy or
budget decisions, and to measure local government performance. It is difficult to judge what is
small or large without comparing. Taking the pulse of the community has little meaning without
knowing what pulse rate is too high and what is too low. When surveys of service satisfaction turn
up “good” citizen evaluations, it is important to know how others rate their services to understand
if “good” is good enough. Furthermore, in the absence of national or peer community comparisons,
a jurisdiction is left with comparing its fire protection rating to its street maintenance rating. That
comparison is unfair. Streets always lose to fire. More important and harder questions need to be
asked. For example, how residents’ ratings of fire service compare to opinions about fire service in
other communities is the real question.

A police department that provides the fastest and most efficient service - one that closes most of its
cases, solves most of its crimes, and keeps the crime rate low - still has a problem to fix if the
residents in the city it intends to protect believe services are not very good compared to ratings
given by residents in other cities to their own objectively “worse” departments.

Benchmark data can help that police department - or any city department - to understand how
well citizens think it is doing. Without the comparative data, it would be like bowling in a
tournament without knowing what the other teams are scoring. Citizen opinion should be used in
conjunction with other sources of data about budget, personnel, and politics to help managers
know how to respond to comparative results.

NRC’s database of comparative resident opinion is comprised of resident perspectives gathered in
citizen surveys from approximately 500 jurisdictions whose residents evaluated local government
services. Conducted with typically no fewer than 400 residents in each jurisdiction, opinions are
intended to represent over 30 million Americans. NRC has innovated a method for quantitatively
integrating the results of surveys that we have conducted with those that others have conducted.
These integration methods have been described thoroughly in Public Administration Review, Journal
of Policy Analysis and Management, and in NRC's first book on conducting and using citizen surveys,
Citizen Surveys: how to do them, how to use them, what they mean, published by the International
City/County Management Association (ICMA). Scholars who specialize in the analysis of citizen
surveys regularly have relied on our work [e.g., Kelly, ]. & Swindell, D. (2002). Service quality
variation across urban space: First steps towards a model of citizen satisfaction, Journal of Urban
Affairs, 24, 271-288.; Van Ryzin, G., Muzzio, D., Immerwabhr, S., Gulick, L. & Martinez, E. (2004).
Drivers and consequences of citizen satisfaction: An application of the American Customer
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Satisfaction Index Model to New York City, Public Administration Review, 64, 331-341]. The method
described in those publications is refined regularly and statistically tested on a growing number of
citizen surveys in our proprietary databases.

Jurisdictions in NRC’s normative database are distributed geographically across the country and
range from small to large in population size. Comparisons may be made to subsets of jurisdictions
(within a given region or population category). Most commonly (including in this report),
comparisons are made to all jurisdictions. Despite the differences in jurisdiction characteristics, all
are in the business of providing local government services to residents. Though individual
jurisdiction circumstances, resources, and practices vary, the objective in every community is to
provide services that are so timely, tailored, and effective that residents conclude the services are of
the highest quality. High ratings in any jurisdiction, like high SAT scores in any teen household,
bring pride, and a sense of accomplishment.

Comparison of Rockville to the Benchmark Database

National benchmark comparisons have been included in the report when available. Jurisdictions to
which Rockville was compared nationally can be found in Appendix F: Jurisdictions Included in
Benchmark Comparisons. Benchmark comparisons have been provided when similar questions on
the Rockville survey are included in NRC’s database and there are at least five jurisdictions in which
the question was asked, though most questions are compared to more than five other jurisdictions
across the country.

Where comparisons for quality ratings were available, the City of Rockville’s results were generally
noted as being “above” the benchmark, “below” the benchmark or “similar” to the benchmark. For
some questions - those related to resident behavior or a local issue - the comparison to the
benchmark is designated as “more,” “similar” or “less” (for example, residents contacting the City in
the last 12 months). In instances where ratings are considerably higher or lower than the
benchmark, these ratings have been further demarcated by the attribute of “much,” (for example,
“much less” or “much above”). These labels come from a statistical comparison of Rockville’s rating
to the benchmark where a rating is considered “similar” if it is within the margin of error; “above,”
“below,” “more,” or “less” if the difference between Rockville’s rating and the benchmark is greater
the margin of error; and “much above,” “much below,” “much more” or “much less” if the difference
between Rockville’s rating and the benchmark is more than twice the margin of error.

» «

Special Chart Markings
Special markings have been used to indicate where comparisons are statistically significantly

different, or to call attention to particular information about the figures shown.

Double asterisks (**) have been used to show where differences between results in 2012 and 2010
are statistically significant (six or more points for average ratings given by all respondents and six
or more percentage points).

Statistically significant differences between geographic subgroups in 2012 are shown with a double
dagger (). Inferential statistical tests (ANOVA or chi-square) were used to determine whether
these differences were statistically significant (p<0.05).

In addition, items where 20% or more of survey respondents gave a “don’t know” response are
marked with a single dagger (7).
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Survey Respondent Profile

The following figures display the demographic characteristics of those responding to the Rockville

2012 Citizen Survey.
Figure 1: Respondent Length of Residency

How many years have you lived in Rockville?
2 years or less

3to 5years

6 to 10 years

11 to 20 years

21 years or more

Total

Percent of respondents
20%
19%
17%
19%
25%
100%

Figure 2: Respondent Housing Unit Type

What best describes your home? Is it a...

One family house detached from any other houses

A duplex or townhouse

A building with three or more apartments or condominiums
Other

Total

Percent of respondents
49%
8%
37%
6%
100%

Figure 3: Respondent Rent or Own

Do you rent or own your home?
Rent
Own

Total

Percent of respondents
41%
59%
100%

Figure 4: Respondent Monthly Housing Costs

About how much is your monthly housing cost for the place you live (including rent, mortgage
payment, property tax, property insurance and homeowners' association (HOA) fees)?

Less than $599 per month
$600 to $999 per month
$1,000 to $1,499 per month
$1,500 to $2,499 per month
$2,500 to $2,999 per month
$3,000 or more per month

Total

Percent of respondents

7%
5%
19%
44%
13%
12%
100%

Figure 5: Internet Access

Do you have access to the Internet at home, work or school?

Percent of respondents

No 5%

Yes 95%

Total 100%
Report of Results 11
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Does your household subscribe to one of the following television services? No Yes Total

Cable television service 24% 76% 100%
Satellite service 86% 14% 100%

Figure 7: Bicycle Use

Do you or other household members use a bike for: No Yes Total
recreation or exercise 54% 46% 100%
commuting to school 96% 4% 100%
commuting to work 92% 8% 100%
transportation for other kinds of trips 87% 13% 100%

Figure 8: Respondent Ethnicity

Are you Spanish/Hispanic/Latino?
No
Yes

Total

Percent of respondents

87%
13%
100%

Figure 9: Respondent Race

What is your race?

American Indian or Alaskan native
Asian or Pacific Islander

Black or African American
White/Caucasian

Other

Percent of respondents*

1%
23%
5%
66%
9%

*Total may exceed 100% as respondents could select more than one answer.

Figure 10: Do you speak a language other than English at home?

Do you speak a language other than English at home?
No, English only
Yes

Total

Percent of respondents

58%
42%
100%

Figure 11: Which language?

Which language?

Percent of respondents*

Persian/Farsi 1%
Vietnamese 1%
Spanish 29%
Russian 8%
Chinese 23%
Korean 5%
Other 32%
Total 100%

*Asked only of respondents who said they speak a language other than English at home.
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Figure 12: How well do you speak English?

How well do you speak English?
Very well

Well

Not well

Not at all

Total

Percent of respondents*
64%

26%

9%

1%

100%

*Asked only of respondents who said they speak a language other than English at home.

Figure 13: Respondent Gender

What is your sex?
Male

Female

Total

Percent of respondents
47%
53%
100%

Figure 14: Respondent Age

In which category is your age?
18-24 years

25-34 years

35-44 years

45-54 years

55-64 years

65-74 years

75 years or older

Total

Percent of respondents

3%

25%

18%

20%

14%

12%

9%

100%

Figure 15: Annual Household Income in 2011

What was your household's total annual income in 2011?
Less than $25,000

$25,000 to $49,999

$50,000 to $99,999

$100,00 to $149,999

$150,000 to $199,999

$200,000 or more

Total

Percent of respondents

8%

15%

29%

22%

15%

11%

100%

Figure 16: Presence of Children age 12 or Under in Household

Do any children 12 or under live in your household?

Percent of respondents

No 72%

Yes 28%

Total 100%
Report of Results 13
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Figure 17: Presence of Teenagers age 13 to 17 in Household
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Do any teenagers aged between 13 and 17 live in your household?
No

Yes

Total

Percent of respondents
86%
14%
100%

Figure 18: Presence of Seniors age 60 or Older in Household

Are you or any other members of your household aged 60 or older?
No
Yes

Total

Percent of respondents
68%
32%
100%

Figure 19: Voting Behavior

Did you vote in the November 2011 City of Rockville Mayor and Council election?
No

Yes

Ineligible to vote

Total

Percent of respondents
52%
37%
12%
100%

Figure 20: Geographic Area of Residence

Which best describes where you live?

Percent of respondents

Between Hungerford Drive/Rockville Pike (MD 355) and I1-270 61%
East of Rockville Pike (MD 355) 24%
West of 1-270 15%
Total 100%
Figure 21: Language of Survey
Percent of respondents
English 98%
Spanish 1%
Russian 0%
Vietnamese 0%
Chinese 1%
Korean 0%
Total 100%
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Survey Results

The Rockville Citizen Survey is comprehensive, covering many topics related to life in this
community. The 2012 report of results is organized around the five Mayor and Council Strategic
Goals and Principles for 2012-2016. These are:

Fiscal Responsibility

Responsible Growth Management
Public Service and Public Safety
Responsive Government

® & o o

Effective Communications

Fiscal Responsibility

Through this guiding principle, the Mayor and Council strives to budget responsibly, maintain
responsible residential and commercial property tax rates for residents and businesses, work with
regional economic groups to seek a more equitable share of State revenues for Rockville and
formally differentiate between core and expendable services as necessary to maintain fiscal
responsibility. Further, the City aims to ensure Rockville maintains its triple-A bond rating and that
provision is made for the City to maintain and update its infrastructure.

Assessing residents’ perspectives about the value of services they receive for the City taxes they pay
as well as residents’ priorities for spending will aid the City in tracking the goals identified under
this principle.

Value for Taxes Paid

Survey respondents were asked the extent to which they agreed or disagreed that they received
good value for the City of Rockville government taxes they pay. A majority (63%) agreed that they
received good value for the City taxes they paid. One-quarter said that they neither agreed nor
disagreed with this statement and about 1 in 10 disagreed.

Many survey questions were available for comparison to the National Benchmark Database (for a
complete list of cities and counties to which Rockville ratings were compared, see Appendix F:
Jurisdictions Included in Benchmark Comparisons). When compared to the national benchmark,
Rockville residents gave ratings to the value they received for the taxes paid that were much above
ratings given in other communities.

Figure 22: Value for Taxes Paid to the City

| receive good value for the

City of Rockville government Strongly agree \\\
taxes | pay. _\

16%

Strongly disagree

Neither agree nor
2% &

disagree

Disagree
27%

9%
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Survey responses to most questions were converted to a 100-point scale where 0 equals the most
negative response (“strongly disagree,” “poor,” etc.) and 100 equals the most positive response
(“strongly agree,” “excellent,” etc.) for ease of comparison to previous survey years and to the
national benchmarks. When compared to 2010, residents in 2012 gave similar evaluations to the
value they get for the City taxes they pay, 66 points on the 100-point scale or a rating of “good.”
Overall, ratings have remained stable since this question was first asked in 2001.

Figure 23: Value for Taxes Paid to the City Compared by Year
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As in previous survey years, survey responses were compared by three geographic areas within the
city: respondents living east of Route 355, between Route 355 and 1-270 or west of [-270. No
differences were observed for ratings of the value received for the City taxes paid between
respondents living in different geographic areas in Rockville.

Figure 24: Ratings of Value for Taxes Paid to the City Compared by Geographic Area
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To assess how residents feel the government should prioritize spending, one question on the
survey asked respondents to indicate their level of support for increasing taxes to maintain existing
service levels versus reducing services levels in lieu of raising taxes. A higher proportion of
respondents strongly or somewhat supported reducing services levels (57%) than increasing taxes
(42%). Twice as many residents strongly supported reducing levels of services and not raising
taxes than increasing taxes to maintain existing service levels.

Figure 25: Level of Support for Increasing Taxes versus Reducing Service Levels

City revenues have decreased, and may continue to decrease, due to declining property values. As a result, the City
may have to either raise taxes or reduce service levels. Which of the following options best indicates your
preferences? (Please select only one.)

B Strongly support Somewhat support

Reducing levels of services and not

0,
raising taxes =
Increasing taxes to maintain existing 329%
levels of service °
0% 25% 50% 75% 100%

Percent of respondents
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Responsible Growth Management

The Mayor and Council strategic goal and principle of Responsible Growth Management addresses
growth concerns by supporting provisions for transportation alternatives and infrastructure and by
supporting affordable housing in the City. The City continues to strive for responsible development
of Phase 2 of the Rockville Town Center and is committed to the adoption of a meaningful, realistic
unifying and inspirational Rockville Pike Master Plan. Additionally, the City of Rockville intends to
collaborate with key stakeholders to increase the City’s commercial tax base. Enhancement of the
planning and zoning process and focusing growth near transit centers, where it will be more
manageable are also important goals under this guiding principle.

To help the City measure these goals, the 2012 survey asked residents to rate the availability of
affordable housing, the quality of new development and the ease of travel in Rockville. The
frequency of visiting the Rockville Town Center and rates of various types of growth also were
assessed.

Affordable Housing, New Development and Ease of Travel

Evaluations of the ease of travel in Rockville by transit and by car were high, with three-quarters of
respondents rating each as “excellent” or “good” (77% and 74%, respectively). Seven in 10 believed
the quality of new residential (72%) and commercial (71%) development were “good” or better.
Two-thirds said that the ease of travel by walking was “excellent” or “good,” and half felt that the
ease of getting around by bicycle in Rockville was at least “good.” The lowest assessments were
given to the availability of affordable housing, where one-third of respondents gave an “excellent”
or “good” rating.

More than 20% of respondents selected “don’t know” when rating the quality of the ease of travel
by bicycle and the quality of new commercial and residential development. For the most part,
ratings shown in the report body represent those who had an opinion. The full set of responses for
each question, including “don’t know,” can be found in Appendix A: Complete Set of Survey Responses.

When compared to ratings given by residents in other jurisdictions across the U.S., Rockville
residents gave much higher or higher average ratings to the ease of travel by walking, by transit
and by car and to the quality of new commercial development. Similar ratings were given to the
ease of travel by bicycle and to the quality of new residential development. Ratings for the
availability of affordable housing were much below the national benchmark.

Figure 26: Affordable Housing, New Development and Ease of Travel

Please rate each of the following characteristics of Comparison to

Excellent Good Fair Poor Total

Rockuville. benchmark

Ease of travel in Rockville by transit 25% 52% 19% 3% 100% Much above
Ease of travel in Rockville by car 25% 49% @ 21% 5% 100% Much above
Quality of new residential development 17% 55% @ 23% 6% = 100% Similar
Quality of new commercial development 17% 54% 24% 5% 100% Much above
Ease of travel in Rockville by walking 20% 48% @ 26% 6% 100% Above
Ease of travel in Rockville by bicycle 14% 37% 35% 13% 100% Similar
Availability of affordable housing 6% 26% 40% @ 27% @ 100% Much below
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Percentages were converted to a 100-point scale where 0 equals “poor” and 100 equals “excellent,”
Rockville residents gave average ratings between “good” and “fair” for the ease of travel by various
modes, quality of new residential and commercial development and the availability of affordable
housing (between 66 and 37 points on the 100-point scale). Ease of travel by transit (66) and by car
(65) received the most positive ratings, while the availability of affordable housing received
relatively lower ratings (37).

When compared to 2010, average ratings for each of these aspects of the community were similar
in 2012. However, since these questions were first asked in 2001, ratings for the ease of travel by
car, by walking, and by bicycle and the quality of new commercial development have been on the
rise.

Figure 27: Ratings of Affordable Housing, New Development and Ease of Travel Compared by Year

Please rate each of the following characteristics of Rockville.

(Average rating on 100-point scale (0=poor, 100=excellent)) 2012 | 2010 | 2008 | 2007 | 2005 | 2003 | 2001

Ease of travel in Rockville by transit 66 63 63 63 61 64 63
Ease of travel in Rockville by car 65 59 59 56 55 58 56
Quality of new residential developmentt 61 60 59 57 59 56 56
Quality of new commercial developmentt 61 59 61 58 58 56 54
Ease of travel in Rockville by walking 60 55 55 50 51 52 52
Ease of travel in Rockville by bicyclet 51 48 50 44 42 a4 41
Availability of affordable housing 37 36 37 33 35 39 NA

tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.

Respondents living east of Route 355 tended to give lower ratings to the quality of new residential
development than did those living in other areas of the city. No differences were found among
ratings of the availability of affordable housing and the quality of new commercial development by
geographic area of residence.

Figure 28: Ratings of Affordable Housing and New Development Compared by Geographic Area
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Those living between Route 355 and [-270 gave lower ratings to the ease of travel by bicycle than
did those living in the other two areas of the city. Residents living west of [-270 gave less positive
ratings to the ease of travel by transit. Ratings for the ease of travel by walking and by car were
similar among the different geographic subareas.

Figure 29: Ratings of Ease of Travel Compared by Geographic Area
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Growth in Rockville

Survey respondents were asked to evaluate the rate of the speed of growth in four different areas
over the previous 2 years. The rate of jobs growth in Rockville over the last two years was believed
to be “too slow” for the majority of residents (58%). About 4 in 10 felt the rate of jobs growth was
the “right amount” and only 3% said it was “too fast.” Residents had mixed feelings about the rate of
housing growth in Rockville, with one-quarter feeling it was “too slow,” 4 in 10 feeling it was the
“right amount” and one-third saying it was “too fast.” Half or more of respondents felt that the rates
of retail and population growth in Rockville were the “right amount” (63% and 51%, respectively).
Similar proportions felt that the rate of retail growth was either “too slow” or “too fast,” while
significantly more respondents felt that population growth in Rockville was “too fast” than felt it
was “too slow.”

Between one-third and half of respondents said “don’t know” when evaluating the rate of
population, jobs and housing growth in Rockville. All responses, including “don’t know,” can be
found in Appendix A: Complete Set of Survey Responses.

Figure 30: Growth in Rockville over Last Two Years

Please rate the speed of growth in the following categories in Rockville over the past 2 years:

W Too slow Right amount Too fast
Jobs growtht 39% 3%
Housing™ 31%
Retail growth (stores,
restaurants, etc.) 19%
Population growtht 51% 46%
Ol% 25I% 5(;% 75I% 10IO%

tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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Fewer residents in 2012 than in 2010 felt that the rate of jobs growth was “too slow” (58% versus
67%, respectively). Population growth was seen as “too fast” by a smaller proportion of
respondents in 2012 (46%) than in 2010 (55%). Ratings for the other types of growth were similar
between 2012 and 2010.

Figure 31: Rates of Growth in Rockville Compared by Year

Please rate the speed of growth in the following categories in Rockville over the past 2 years:

589
Jobs growth seen as "too slow"** % w2012
67% 2010
Housing growth seen as "too fast"
Retail growth seen as "too slow"
Population growth seen as "too
fast"** 55%
0% 25% 50% 75% 100%

**Denotes a significant difference between 2010 and 2012 responses.

Ratings for the rates of three of the four types of growth could be compared to the national
benchmark. Rockville residents were much less likely to rate jobs and retail growth as “too slow”
than were residents in other communities across the country. Rockville respondents were much
more likely to feel that population growth in Rockville was “too fast” than were respondents from
other jurisdictions across the nation.

Figure 32: Rates of Growth Benchmark
Comparison to benchmark

Jobs growth seen as too slow Much less

Retail growth seen as too slow Much less

Population growth seen as too fast Much more
22
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Residents in the three geographic subareas gave similar ratings to the rates of various types of
growth in Rockville.

Figure 33: Rates of Growth in Rockville Compared by Geographic Area

Please rate the speed of growth in the following categories in Rockville over the past 2 years:

100% -~
75% -
59% 59% 53%
° 49%
50% - \ ° 46% 439
30% 30% 34%
0,
25% - 15% 21%\ 12%
Y
0% -
Jobs growth Housing growth Retail growth Population growth
seen as "too slow" seen as "too fast" seen as "too slow" seen as "too fast"
East of Route 355 % Between Route 355 and [-270 B West of I-270
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Visiting Rockville Town Center

Most Rockville residents reported having visited the Rockville Town Center at least once in the 12
months prior to the survey. Only 8% of respondents said they had not visited the Rockville Town
Center in the previous 12 month period. The proportion of respondents who said they had visited

one to 12 times in the previous 12 months (46%) was equal to those who had visited 13 or more

times (46%). The frequency of visiting the Rockville Town Center in 2012 was similar to what was

reported in 2010 (92% versus 93% had visited at least once).

Figure 34: Frequency of Visiting Rockville Town Center

3to 12 times
31%

In the last 12 months, about
how many times have you, a Once or twice
family member in your home 15%

or other household member

visited Rockville Town Center? \
Never\.\\\

8%

13 to 26 times
20%

More than 26 times
26%

Figure 35: Frequency of Visiting Rockville Town Center Compared by Year

In the last 12 months, about how many times have you, a family member in your
home or other household member visited Rockville Town Center?

m 2012
929 2010
Visited Rockville Town
Center
93%
0% 25% 50% 75% 100%

Percent of respondents who had visited at least once in the last 12 months
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Public Service and Public Safety

A pivotal role for any local government is to support its unique neighborhoods and provide its
residents with a variety of high quality services and a high quality of life. Through the 2012-2016
Mayor and Council Goal of Public Service and Public Safety, the City aims to work to empower civic
and neighborhood associations and increase awareness of City issues. Maintaining the high level of
City Services is a priority under this goal, despite fiscal restraints. The City will continue to maintain
and enhance pedestrian safety in the City, and support code enforcement and other ways to protect
properties and neighborhoods from adverse impacts.

Several of the core questions on the 2012 survey asked respondents to evaluate various aspects of
quality of life, community characteristics and safety in Rockville. Participation in and use of
recreation facilities and the quality of City services also was measured. Finally, a couple of
questions assessed residents’ knowledge of their water and sewer provider and the effectiveness of
the City’s Recreation and Parks Department at improving residents’ health and wellness.

Quality of Life in Rockville

Rockville residents rated the overall quality of life in the city highly, with 91% saying that it was
“excellent” or “good,” and 9% saying it was “fair”. No residents thought it was “poor.” Residents
awarded similarly positive ratings to Rockville as a place to raise children (89% “excellent” or
“good”) and to the overall quality of their neighborhood (87%). Fewer (62%) felt that Rockville was
an “excellent” or “good” place to retire, and 13% felt it was a “poor” place to retire.

Rockville as a place to raise children, the overall quality of life in the city and the overall quality of
neighborhoods received ratings that were much above the national benchmark comparison. Similar
ratings were given to Rockville as a place to retire when compared to ratings given in other
communities across the country.

Figure 36: Aspects of Quality of Life

Comparison to

Please rate your quality of life in Rockville. Excellent Good Fair Poor Total

benchmark
Overall, how would you describe the quality of life in the
City of Rockville? 39% 52% 9% 0% 100% Much above
How do you rate Rockville as a place to raise children? 41% 48% 9% 2% | 100% Much above
How do you rate the overall quality of your
neighborhood? 39% 48%  12% 2% | 100% Much above
How do you rate Rockville as a place to retire? 21% 41% 25% @ 13% @ 100% Similar
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The overall quality of life in Rockville received an average rating of 76, representing a score
between “good” and “excellent” on the 100-point scale. The city as a place to raise children was
given the highest rating (77 points). The overall quality of their neighborhood (74) also was given
favorable ratings by respondents. Fewer residents gave positive ratings to Rockville as a place to
retire (57). Ratings of the various aspects of quality of life in 2012 were similar to those given in
2010.

Figure 37: Overall Quality of Life Compared by Year

Overall, how would you describe the quality of life in the City of Rockville?

58 100 -
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Figure 38: Aspects of Quality of Life Compared by Year

Please rate your quality of life in Rockville. (Average rating on

100-point scale (0=poor, 100excellent)] 2012 2010 2008 2007 2005 2003 2001

How do you rate Rockville as a place to raise children? 77 76 74 68 73 71 70
How do you rate the overall quality of your neighborhood? 74 71 71 70 74 73 70
How do you rate Rockville as a place to retire? 57 57 53 47 52 53 51

Respondents living east of Route 355 tended to give lower ratings to Rockville as a place to raise
children than did those in other areas in the city. Those living between Route 355 and [-270 and
those west of [-270 were more likely to give positive ratings to the quality of their neighborhood
than were those living east of Route 355. Ratings for the overall quality of life and the city as a place
to retire were similar among the three geographic subareas.

Figure 39: Aspects of Quality of Life Compared by Geographic Area
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fDenotes a significant difference between responses given by residents in living in different areas of the city.
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Characteristics of the Community and Environment

Several questions gauged perspectives about various aspects of the community and environment.
Rockville residents were pleased with most characteristics of their community, with about 8 in 10
rating the community’s appearance, openness and acceptance and opportunities to attend cultural
events as “excellent” or “good.” Almost as many rated environmental characteristics such as
drinking water quality and Rockville’s natural environment as “good” or better. Three-quarters
gave positive ratings to the sense of community in Rockville.

When compared to the nation, Rockville residents gave ratings to each aspect of the community and
environment that were much above or above the benchmark.

Figure 40: Community Characteristics and the Environment

Please rate each of the following characteristics of Comparison to

Excellent Good Fair Poor Total

Rockville. benchmark
Openness and acceptance of the community toward

people of diverse backgrounds 36% 49% 11% 4%  100% Much above
Overall appearance of Rockville 24% 60% 14% 2%  100% Much above
Opportunities to attend cultural or arts events 30% 49% 18% 3% 100% Much above
Rockville's natural environment 24% 55% @ 20% 2% 100% Above
Drinking water quality 24% 54% @ 16% 5% 100% Above
Sense of community 20% 53% 22% 5% 100% Much above

Ratings were converted to the 100-point scale where 0 equals “poor” and 100 equals “excellent.”
Rockville residents felt most positively about the openness and acceptance of the community
toward people of diverse backgrounds (73 points or above “good”), followed by the overall
appearance of Rockville (69) and opportunities to attend cultural or arts events (69). Rockville’s
natural environment and drinking water quality also received ratings of about “good” on the 100-
point scale. Sense of community received the lowest rating of 63 points, or just below “good.”

When compared to 2010, only one of these characteristics of the community and environment saw
a change in ratings. Average ratings of drinking water quality increased from 60 points in 2010 to
66 in 2012. However, differences in ratings may be due, in part, to changes in question wording
from 2010 to 2012.

Figure 41: Ratings of Community Characteristics and the Environment Compared by Year

Please rate each of the following characteristics of Rockville.

(Average rating on 100-point scale (0=poor, 100=excellent)) 2012 | 2010 | 2008 | 2007 | 2005 | 2003 | 2001

Openness and acceptance of the community toward people of diverse

backgrounds 73 69 69 66 68 68 68
Overall appearance of Rockville 69 67 67 61 61 62 62
Opportunities to attend cultural or arts events 69 66 70 63 64 64 64
Rockville's natural environment 67 64 62 NA NA NA NA
Drinking water quality** 66 60 61 56 53 54 50
Sense of community 63 62 59 58 59 61 59

Prior to 2012, "Drinking water quality” was "City of Rockville drinking water"
**Denotes a significant difference between 2010 and 2012 responses.
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Generally, residents living west of I-270 tended to give higher ratings to the various aspects of the
community and environment than those living in the other two areas of the city.

Figure 42: Ratings of Community Characteristics and the Environment Compared by Geographic Area

Please rate each of the following characteristics of Rockville. (Average East of Between Route 355 West of
rating on 100-point scale (0=poor, 100=excellent)) Route 355 and 1-270 1-270
Openness and acceptance of the community toward people of diverse

backgrounds ¥ 67 74 78
Overall appearance of Rockville 68 69 72
Opportunities to attend cultural or arts events ¥ 71 67 74
Rockville's natural environment 65 67 71
Drinking water quality ¥ 61 66 73
Sense of community 59 63 67

fDenotes a significant difference between responses given by residents in living in different areas of the city
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Safety in Rockville

Rockville residents generally felt safe in their community during the day; almost 9 in 10 felt “very”
or “reasonably” safe in their neighborhood and in business areas in Rockville during the day. Two-
thirds felt at least “reasonably” safe crossing the street in Rockville and in their neighborhood after
dark. Residents felt least safe in business areas after dark, with 13% feeling “somewhat” or “very”
unsafe. About 1 in 10 or fewer residents reported feeling unsafe.

These ratings were below or much below the national benchmark comparison.

Figure 43: Safety in Rockville

Very Reasonably Somewhat Somewhat Very Comparison to

HEIERIR R i safe safe safe unsafe unsafe L benchmark

In your neighborhood

during the day 52% 37% 8% 3% 1% 100% Much below
In business areas in

Rockville during the day 43% 44% 10% 3% 1% 100% Much below
Crossing the street in

Rockville 20% 48% 19% 9% 4% @ 100% NA
In your neighborhood

after dark 21% 46% 23% 7% 3% 100% Much below
In business areas in

Rockville after dark 16% 45% 26% 11% 2% | 100% Below

Safety ratings in Rockville were converted to the 100-point scale where 0 equals “very” unsafe and
100 equals “very” safe. Residents generally felt safe crossing the street in Rockville, with ratings
given that were between “somewhat” and “reasonably” safe. Although there was not a significant
increase from 2010 to 2012, feelings of safety crossing the street in Rockville reached their highest
levels in 2012 when compared to previous survey years.

Figure 44: Ratings of Safety Crossing the Street in Rockville Compared by Year

How safe do you feel crossing the street in Rockville?
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Respondents felt safer in their neighborhoods and in Rockville’s business areas during the day (84
and 81 points, respectively) than after dark (69 and 65). These ratings were similar to those given
in 2010.

Figure 45: Ratings of Safety in Rockville Compared by Year

How safe do you feel... (Average rating on 100-point scale (0=very

unsafe, 100=very safe)) 2012 2010 2008 2007 2005 2003 2001

In your neighborhood during the day 84 83 84 83 87 89 89
In business areas in Rockville during the day 81 79 83 82 83 86 86
In your neighborhood after dark 69 68 61 60 62 66 64
In business areas in Rockville after dark 65 64 58 54 53 58 57

Residents living west of [-270 tended to feel safer in and around Rockville during the day and at
night than did those living between Route 355 and [-270 and east of Route 355.

Figure 46: Ratings of Safety in Rockville Compared by Geographic Area
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fDenotes a significant difference between responses given by residents in living in different areas of the city
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Participation and Use of Recreation Facilities

Respondents were asked how frequently they used or participated in various parks and recreation
facilities and programs in the 12 months prior to the survey. Most reported that they had used a
Rockville park at least once in the previous 12 months (85%) and two-thirds said they had
attended a City-sponsored special event (69%). About half said they had used a Rockville recreation
center and 40% had participated in a Rockville recreation program.

Rates of participation and use for three of the four parks and recreation offerings could be
compared to the national benchmark. Rockville residents reported similar usage of City parks and
recreation centers compared to other communities across the country, while Rockville residents
participated much less frequently in a City recreation program.

Figure 47: Community Participation

In the last 12 months, about how many times

have you, a family member in your home or Never O(r::e 3to 12 13;;0 tll:g:r;6 Total Comparison to
other household member done the following . times . R benchmark
things: twice times times

Used a Rockville park 15% 25% 27% 12% 21% 100% Similar
Attended a City-sponsored special event (such

as Farmer's Market, July 4th fireworks,

Hometown Holidays, Science Day, Uncorked,

Rotary Twilight Runfest or Car Show) 31% 32% 27% 6% 5% @ 100% NA
Used a Rockville recreation center 45% 20% 16% 9% 10% 100% Similar
Participated in a Rockville recreation program 60% 19% 10% 6% 6% = 100% Much less

Rates of participation and use remained stable from 2010 to 2012, except for the attendance of
City-sponsored special events which saw lower participation rates in 2012 (69% in 2012 versus
75% in 2010 had attended at least once in the 12 months prior to the survey).

Figure 48: Frequency of Participation Compared by Year

In the last 12 months, about how many times have you, a family
member in your home or other household member done each of
the following things: (Percent of respondents who had used at
least once in the last 12 months.)

Used a Rockville park 85%  81% 83% 83% 78% 80% @ 76%

Attended a City-sponsored special event (such as Farmer's Market,
July 4th fireworks, Hometown Holidays, Science Day, Uncorked,

2012 2010 2008 2007 2005 2003 2001

Rotary Twilight Runfest or Car Show)** 69% 75% 74% 73% 67% 65%  71%
Used a Rockville recreation center 55% 56% 60% @ 62% 56% @ 58% @ 55%
Participated in a Rockville recreation program 0% 42%  46% @ 46%  39% 38% @ 41%

**Denotes a significant difference between 2010 and 2012 responses.
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City Services

Residents were asked their opinion about the overall quality of services provided in Rockville. One-
quarter of respondents felt the overall quality of City services was “excellent” and about two-thirds
felt it was “good.” Twelve percent said the overall quality of services was “fair” and only 1% said it
was “poor.” These ratings were much above the average ratings given by residents in other
jurisdictions across the country.

Percentages were converted to a 100-point scale where 0 equals “poor” and 100 equals “excellent.”
The overall quality of City services received an average rating of 70, or just above “good,” which was

similar to previous survey years.

Figure 49: Overall Quality of City of Rockville Services

Overall, how would you Excelient . \ Good
rate the quality of services 24% _\ _ 63%
in Rockville?
Poor
1% Fair
12%
Figure 50: Ratings of Overall Quality of City Services Compared by Year
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Respondents living east of Route 355 tended to give lower ratings to the overall quality of City
services than did those living in other areas in Rockville.

Figure 51: Ratings of Overall Quality of City Services Compared by Geographic Area
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fDenotes a significant difference between responses given by residents in living in different areas of the city
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The survey asked respondents to evaluate the quality of 32 different City services, and 28 of these
were included under the Public Service and Public Safety Council goal (see Figure 52 on the
following page). Almost all services received “excellent” or “good” marks from at least 7 in 10
respondents. Top rated services included refuse collection and the appearance of City parks, with 9
in 10 residents awarding positive ratings. Services receiving lower marks included residential
property maintenance code enforcement (64% “excellent” or “good”) and the adequacy of
neighborhood street lighting (63%).

Between 26% and 60% of respondents selected “don’t know” when rating the quality of the
following services: yard waste collection, leaf pick-up, street sweeping, recreational programs,
recreation centers, athletic fields, playgrounds, range of activities available in parks and recreation
centers and facilities, City-sponsored special events, residential property maintenance code
enforcement, commercial property maintenance code enforcement, crime prevention efforts,
emergency preparedness, environmental protection and sustainability initiatives, senior citizen
programs and services and services to youth. Responses shown in the body of the report represent
those who had an opinion about a particular question. A full set of responses, including “don’t
know” can be found in Appendix A: Complete Set of Survey Responses.)

Twenty-three of the 28 services could be compared to the national benchmark. Ratings for 22 of the
23 services were much above or above those given by residents in other communities across the
nation. Overall police services received ratings that were similar to the national benchmark.
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Please rate the quality of each of the following City of
Rockville government services.

Refuse collection
Appearance of City parks
Recycling services

Yard waste collection

Services to youth (summer camps/playgrounds, after
school programs, childcare, teen activities, swim classes,
sports, etc.)

Senior citizen programs and services

Playgrounds (tot lots)

Recreation centers

Athletic fields (such as baseball/softball, soccer or football)
Recreational programs

City-sponsored special events

Water and sewer services

Range of activities available in parks and recreation
centers and facilities

Overall City of Rockville police services

Leaf pick-up

Crime prevention efforts

Snow and ice removal

Sidewalk maintenance

Environmental protection and sustainability initiatives
Street sweeping

Enforcement of traffic laws by Rockville Police Department
Street light maintenance

Emergency preparedness (services that prepare the
community for natural disasters or other emergency
situations)

Commercial property maintenance code enforcement
(conducted by the Community Enhancement and Code
Enforcement Division)

Street repairs and maintenance
Street tree maintenance

Residential property maintenance code enforcement
(conducted by the Community Enhancement and Code
Enforcement Division)

Adequacy of street lighting in your neighborhood

Excellent

49%
31%
46%
42%

36%
35%
34%
32%
28%
32%
28%
26%

28%
24%
33%
18%
26%
23%
20%
21%
18%
22%

20%

14%
20%
20%

14%
21%

Good

40%
56%
40%
44%

50%
51%
52%
54%
57%
52%
56%
56%

53%
57%
47%
57%
48%
51%
53%
51%
53%
48%

50%

54%
48%
48%

50%
42%

Fair

9%
12%
10%
11%

13%
13%
12%
13%
13%
15%
14%
17%

17%
16%
15%
20%
21%
21%
21%
24%
21%
24%

22%

24%
26%
25%

24%
26%

Poor

1%
0%
3%
3%

2%
2%
1%
1%
2%
1%
2%
2%

3%
4%
4%
5%
5%
6%
5%
4%
8%
6%

8%

7%
6%
8%

11%
11%

Total

100%
100%
100%
100%

100%
100%
100%
100%
100%
100%
100%
100%

100%
100%
100%
100%
100%
100%
100%
100%
100%
100%

100%

100%
100%
100%

100%
100%

Comparison to
benchmark

Much above
Much above
Much above

NA

Much above
Much above
Much above
Much above
Much above
Much above

NA

Much above

Much above
Similar
Much above
Above
Much above
Much above
NA

Much above
Above

NA

Above

Above
Much above
NA

Above
Above
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Service ratings were converted to the 100-point scale for ease of interpretation and comparison by
year. Average ratings for these 28 services ranged from 56 points to 79 points. Fifteen services
were rated at or above “good” and 13 were between “good” and “fair.”

Overall, average ratings for most services remained stable from 2010 to 2012. However, two
services saw an increase in ratings from 2010 to 2012: snow and ice removal (55 points versus 65
points, respectively) and street sweeping (57 versus 63).

Figure 53: City Service Ratings Compared by Year

Please rate the quality of each of the following City of Rockville

government services. (Average rating on 100-point scale (0=poor, 2012 2010 2008 2007 2005 2003 2001
100=excellent))

Refuse collection 79 76 75 75 74 74 75
Appearance of City parks 73 70 700 NA NA NA 71
Recycling services 77 76 74 71 70 71 74
Yard waste collectiont 75 NA NA NA NA NA NA
Services to youth (summer camps/playgrounds, after school programs,

childcare, teen activities, swim classes, sports, etc.)t 73 69 71 68 68 70 68
Senior citizen programs and servicest 73 69 75 72 74 72 74
Playgrounds (tot lots)t 73 69 69 63 67 NA NA
Recreation centerst 72 69 70 69 70 72 NA
Athletic fields (such as baseball/softball, soccer or football)t 70 66 68 64 67 NA NA
Recreational programst 72 68 71 70 70 73 73
City-sponsored special eventst 70 73 74 70 71 75 77
Water and sewer services 68 67 68 68 69 68 67
Range of activities available in parks and recreation centers and facilitiest 68 66 67 63 66 70 NA
Overall City of Rockville police services 67 65 65 64 NA NA NA
Leaf pick-upt 70 68 64 66 69 67 66
Crime prevention effortst 62 61 59 57 NA NA NA
Snow and ice removal** 65 55 64 67 66 62 69
Sidewalk maintenance 63 59 58 NA NA NA NA
Environmental protection and sustainability initiativest 63 61 64 NA NA NA NA
Street sweeping**+ 63 57 59 57 57 58 59
Enforcement of traffic laws by Rockville Police Department 60 62 64 60 60 59 59
Street light maintenance 62 NA NA NA NA NA NA
Emergency preparedness (services that prepare the community for natural

disasters or other emergency situations)t 61 NA NA NA NA NA NA
Commercial property maintenance code enforcement (conducted by the

Community Enhancement and Code Enforcement Division) T 58 57 56 57 59 58 NA
Street repairs and maintenance 61 57 59 58 58 54 59
Street tree maintenance 60 55 57 NA NA NA NA
Residential property maintenance code enforcement (conducted by the

Community Enhancement and Code Enforcement Division) T 56 56 53 57 58 56 NA
Adequacy of street lighting in your neighborhood 58 54 54 54 57 58 59

Prior to 2012, "Adequacy of street lighting in your neighborhood" and "Street light maintenance" were combined into
a single question: "Street lighting." For 2012, ratings of the "Adequacy of street lighting in your neighborhood" were
compared to ratings of "Street lighting" from the previous survey administrations.

**Denotes a significant difference between 2008 and 2010 responses.

tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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Several differences were observed for ratings of various City services among the three geographic
subareas of the City. In general, respondents living east of Route 355 were less likely to give
favorable ratings to individual City services than were those living in the other two areas of the city.

Figure 54: City Service Ratings Compared by Geographic Area

Please rate the quality of each of the following City of Rockville

. . R East of Between Route West of
government services. (Average rating on 100-point scale (0=poor, Route 355 355 and 1-270 1-270
100=excellent))
Refuse collection 77 79 83
Appearance of City parks 70 74 74
Recycling services 79 74 82
Yard waste collection 71 75 78
Services to youth (summer camps/playgrounds, after school programs, 78 70 76
childcare, teen activities, swim classes, sports, etc.) ¥
Senior citizen programs and services 73 73 71
Playgrounds (tot lots) 71 74 73
Recreation centers 72 71 77
Athletic fields (such as baseball/softball, soccer or football) 69 70 73
Recreational programs * 68 72 76
City-sponsored special events ¥ 65 72 74
Water and sewer services 62 70 72
Range of activities available in parks and recreation centers and facilities 64 69 74
Overall City of Rockville police services 59 69 70
Leaf pick-up 68 70 72
Crime prevention efforts 53 65 65
Snow and ice removal 61 66 71
Sidewalk maintenance # 57 66 64
Environmental protection and sustainability initiatives 59 64 66
Street sweeping T 54 66 65
Enforcement of traffic laws by Rockville Police Department 54 62 64
Street light maintenance ¥ 55 63 66
Emergency preparedness (services that prepare the community for natural 54 62 66
disasters or other emergency situations) ¥
Commercial property maintenance code enforcement (conducted by the 53 60 64
Community Enhancement and Code Enforcement Division)
Street repairs and maintenance ¥ 57 61 66
Street tree maintenance ¥ 55 63 56
Residential property maintenance code enforcement (conducted by the 47 60 61
Community Enhancement and Code Enforcement Division)
Adequacy of street lighting in your neighborhood # 49 60 63

f#Denotes a significant difference between responses given by residents in living in different areas of the city.
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Key Driver Analysis

Knowing where to focus limited resources to improve residents’ opinions of local government
requires information that targets the services that are most important to residents. However, when
residents are asked what services are most important, they rarely stray beyond core services -
those directed to save lives and improve safety.

In market research, identifying the most important characteristics of a transaction or product is
called Key Driver Analysis (KDA). The key drivers that are identified from that analysis do not come
from asking customers to self-report which service or product characteristic most influenced their
decision to buy or return, but rather from statistical analyses of the predictors of their behavior.
When customers are asked to name the most important characteristics of a good or service,
responses often are expected or misleading - just as they can be in the context of a citizen survey.
For example, air travelers often claim that safety is the primary consideration in their choice of an
airline, yet key driver analysis reveals that frequent flier perks or in-flight entertainment predicts
their buying decisions.

In local government, core services - like fire protection - invariably land at the top of the list
created when residents are asked about the most important City services - and core services are
important. But a Key Driver Analysis can dig deeper to identify the less obvious, but more
influential services that are most related to residents’ ratings of overall quality of local government
services. Because services focused directly on life and safety remain essential to quality
government, it is suggested that core services should remain the focus of continuous monitoring
and improvement where necessary — but monitoring core services or asking residents to identify
important services is not enough.

KDA was conducted for the City of Rockville by examining the relationships between ratings of each
service and ratings of the City of Rockville’s overall services. Those key driver services that
correlated most highly with residents’ perceptions about overall City service quality have been
identified. By targeting improvements in key services, the City of Rockville can focus on the services
that have the greatest likelihood of influencing residents’ opinions about overall service quality.

The 2012 City of Rockville Action Chart™ on the following page combines three dimensions of
performance:

¢ Trendline data. The arrows next to service boxes point up (black arrow) or down (white
arrow) to indicate differences from the previous survey. If no arrow is present, service
ratings were similar when compared to the previous survey year or comparisons were not
available.

¢ Comparison to the national benchmark. When a comparison is available, the background
color of each service box indicates whether the service is above the norm (green, the
darkest shading), similar to the norm (yellow, the lightest shading) or below the norm (red,
medium shading).

¢ Identification of key drivers. A grey key icon next to a service box notes a key driver.

Twenty-five services were included in the KDA for the City of Rockville. Three of the services
included in the KDA were identified as key drivers for the City: residential property maintenance
code enforcement (conducted by the Community Enhancement and Code Enforcement Division),
yard waste collection and emergency preparedness (services that prepare the community for
natural disasters or other emergency situations). Residential property maintenance and emergency
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preparedness were rated above the national benchmark. A comparison was not available for yard
waste collection. Yard waste collection and emergency preparedness were new questions in 2012
so trend data is not yet available. Ratings of residential property maintenance remained stable from
2010 to 2012.

Considering all performance data included in the Action Chart, a jurisdiction typically will want to
consider improvements to any key driver services that are trending down or that are not at least

similar to the benchmark. In Rockville, because no key driver was similar to or below the
benchmark or saw lower ratings compared to 2010, these three services may be areas for watchful
waiting in order to maintain the high ratings of the overall quality of City services.

Services with a high percent of respondents answering “no opinion” (i.e., more than 50%) were

excluded from the analysis and were considered services that would be less influential. See
Appendix A: Complete Set of Survey Responses for the percent “don’t know” for each service.
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Figure 55: 2012 City of Rockville Action Chart™

Overall Quality of Rockville Services

Residential property
maintenance

Street
repair
Sidewalk
maintenance

Water and sewer
services

Street
sweeping

Commercial property
maintenance

Yard waste

Above (NN Similar to
benchmark ____b_e_rjgl]m_a_r_k____,

Recreational
programs

Appearance of
City parks

Athletic Fields

Playgrounds

Recreation
centers

Range of parkand
rec activities

Civic Engagement

I

1

1

. .

| City cable chénnel City website
1 programming

|

Community Inclusiveness

1
1
1
1
Services to youth |
1
1
1
]

City-sponsored
Special Events

Senior programs
and services

1
| 1
1
1 v
1 Emergency 1
1 a
| preparedness | services ,' :
1 ; :
| Traffic Crime :
'\ enforcement prevention 1
S e e e e e e e e e e e e e //
\
1
1
Below No comparison |
benchmark available :
1
1

A-43

38



Attachment A
Rockville Citizen Survey e February 2013

Effectiveness of Improving Health and Wellness

A new question on the 2012 survey asked respondents to indicate the effectiveness of the City’s
Recreation and Parks Department at improving the health and wellness of its users. Respondents
were able to select “don’t know/not a user” and 40% of respondents opted for this response. One-
quarter of all respondents felt that the Recreation and Parks Department was “very effective” at
improving the health and wellness of its users and one-third felt it was “somewhat effective.” Only
2% of respondents believed this department was “not at all effective” at improving the health and

wellness of users.
Figure 56: Effectiveness of City Recreation and Parks Department

Somewhat effective
35%

How effective, if at all, are
the programs, services and
facilities provided by the

N

City's Recreation and Parks Very effective

Department at improving 23% )

the health and wellness of Not at all effective
[))

its users? t 2%

Don't know/
not a user
40%

tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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Water and Sewer Services Provider

When asked to identify the organization that provided their household’s water and sewer services,
one-third of respondents said that they did not know. Half (54%) of all respondents said that the
City of Rockville was their provider and 14% believed that Washington Suburban Sanitary
Commission (WSSC) provided their water and sewer services.

Figure 57: Water and Sewer Services Provider

The City of Rockville

Which of the following 54%
organizations provides
your household's water
and sewer services?

—~

)
\\ Washington
\\Suburban Sanitary
Commission (WSSC)
14%

Don't know
32%

Ratings of drinking water quality and water and sewer services were compared by the service
provider identified by respondents, including those who selected “don’t know.” Overall, residents
gave similar ratings to drinking water quality and water and sewer services, regardless of their
provider or not knowing who provided their service.

Figure 58: Ratings of Water Quality and Water and Sewer Services Compared by Service Provider
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Responsive Government

Having open lines of communication between City staff and officials and the community can foster
trust among constituents. Through the goal of Responsive Government, the City plans to continue to
foster collaboration with citizens and stakeholders by continued support of the Rockville Summit to
enhance the City’s economy and quality of life. The City will continue to engage its many valuable
boards and commissions to ensure full functionality and communication with the Mayor and
Council. Another important feature of a Responsive Government is improving productivity,
streamlining processes and creating efficiencies, where possible, such as in permitting and
inspection processes, and information technology infrastructure.

Various aspects of this goal were measured through a variety of questions on the survey. These
included evaluations of the building permit process, interactions with City employees, the provision
of planning and zoning information and local government performance. Opinions about the lack of
participation in local elections also were gauged.

Building Permits, Planning and Zoning

Rockville residents viewed the building permit process and the City’s provision of planning
information favorably, with about 6 in 10 saying each was “excellent” or “good.”

About 6 in 10 respondents said “don’t know” when rating the quality of providing planning and
zoning information (57%) and the building permit process (68%). The full set of responses for each
question, including “don’t know,” can be found in Appendix A: Complete Set of Survey Responses.

A comparison to the national benchmark was available for the building permit process which was
rated much above the benchmark.

Figure 59: Building Permit Process and Providing Planning Information

Please. rate the quality of (-'."ach of the following City of Excellent Good Fair Poor Total National ber.1chmark
Rockville government services. comparison
Providing planning and zoning information* 17% 48% 25% @ 11% @ 100% NA
Building permit processt 14% 47% @ 28% @ 11% 100% Much above

tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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When ratings were converted to a 100-point scale, the quality of providing planning and zoning
information and the building permit process each received a rating that was between “good” and
“fair” (57 and 54, respectively). These ratings were similar to those given in 2010.

Figure 60: Ratings of Building Permit Process and Providing Planning Information Compared by Year

Please rate the quality of each of the following Clty of Rockville government services.

Providing planning
and zoning
informationt

Building permit
processt

56 2010
#2008
& 2007
2005

T 1

75 100

Average rating (O=poor, 100=excellent)

tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.

Residents living between Route 355 and [-270 tended to give higher evaluations to the building
permit process than those living outside that area. Similar ratings were given to providing planning
and zoning information among the three geographic subareas.

Figure 61: Ratings of Building Permit Process and Providing Planning Information Compared by Geographic Area
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fDenotes a significant difference between responses given by residents in living in different areas of the city
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City Employees

About half of respondents reported having had contact with a City employee in the 12 months prior
to the survey, which was similar to 2010 (47%). The rate of contact with Rockville government
employees was less than what was reported in other communities across the nation.

Figure 62: Contact with City Employees Compared by Year

Have you had phone, in person or e-mail contact with a City of Rockville government employee within
the last 12 months (including receptionists, inspectors, police, planners, administrators, or any others)?

100% -

75% A

53% 53% g 53%
° ’ 51% 45% ° 47% 47%

50% |- A * —A—

25% A

0% . .
2001 2003 2005 2007 2008 2010 2012

Percent of respondents who reported having
contact in the last 12 months

Respondents who reported having contact with a City employee in the last 12 months were asked
to evaluate their interactions with the employee. Respondents lauded employees’ knowledge,
courtesy and responsiveness, with over 8 in 10 giving “excellent” or “good” ratings. At least three-
quarters also gave “good” or better assessments to the overall customer service provided by City
employees, as well as the quality of follow-up.

One-quarter of respondents selected “not applicable” when rating the follow-up of the City
employee with whom they had contact (see Appendix A: Complete Set of Survey Responses for all
responses including “don’t know” and “not applicable”).

All but one characteristic of City employees were given ratings that were above or much above the
national benchmark comparison. Follow-up by City employees was rated similar to the nation.

Figure 63: Interactions with City Employees

What was your impression of City government Comparison to

Excellent Good Fair Poor Total

employees in your most recent contact?* benchmark

Knowledge 46% 40% 9% 5% = 100% Much above
Courtesy 48% 36% | 11% 5%  100% Above
Responsiveness 48% 34% | 12% 6% = 100% Much above
Follow-up (got back to you or took action if needed) 44% 31% | 11% 14% 100% Similar
Overall customer service 43% 36% @ 16% 5% @ 100% Much above

*Asked only of those who reported having contact with a City employee in the last 12 months.

Responses were converted to a 100-point scale where 0 equals “poor” and 100 equals “excellent.”
Rockville government employees received high scores with ratings between “good” and “excellent.”
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The employee’s knowledge and courtesy received the highest ratings (76 and 76), while follow-up
received somewhat lower ratings (68). Ratings of interactions with employees in 2012 were similar
to 2010.

Figure 64: Ratings of Interactions with City Employees Compared by Year

What was your impression of City government employees in your
most recent contact?* (Average rating on 100-point scale (O=poor, 2012 2010 2008 2007 2005 2003 2001
100=excellent)

Knowledge 76 73 71 71 72 72 71
Courtesy 76 75 72 73 76 75 74
Responsiveness 75 71 66 69 70 69 70
Follow-up (got back to you or took action if needed)t 68 68 61 65 66 63 NA
Overall customer service 72 72 68 69 70 69 70

*Asked only of those who reported having contact with a City employee in the 12 months prior to the survey.
tDenotes 20% or more of respondents who said “not applicable” when asked to rate this item.
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City Government Performance

As in previous years, those completing the survey were asked to evaluate the performance of the
local government. Rockville residents gave mostly positive reviews to the various aspects of local
government performance. Seven in 10 respondents agreed that the Rockville City government
welcomes citizen involvement. About 6 in 10 were pleased with the overall direction that the
government is taking and agreed that the government listens to its residents. Over half were
pleased with the overall performance of the City elected officials and agreed that the budgeting
process is open and understandable to residents.

Between one in five and two in five respondents said “don’t know” when assessing their agreement
with the following statements: “the City of Rockville government welcomes citizen involvement,”
“the City of Rockville budgeting process is open and understandable to residents” and “the City of
Rockville government listens to its residents.” Responses presented in the body of the report are for
those who had an opinion (see Appendix A: Complete Set of Survey Responses for a full set of
responses to each question).

Three of the five aspects of government performance could be compared to the national benchmark
and all were rated much above the national average.

Figure 65: City Government Performance

Please rate to what extent you Neither .

) . Strongly . Strongly Comparison to
agree or disagree with each of Agree agree nor Disagree . Total

. agree 5 disagree benchmark
the following statements. disagree
The City of Rockville government
welcomes citizen involvementt 18% 52% 26% 1% 1% @ 100% Much above
| am pleased with the overall
direction that the City of
Rockville government is taking 13% 49% 28% 8% 2%  100% Much above
The City of Rockville government
listens to its residentst 12% 46% 33% 6% 3% 100% Much above
| am pleased with the overall
performance of the City of
Rockville Mayor and Council 13% 43% 36% 7% 1%  100% NA

The City of Rockville budgeting
process is open and
understandable to residentst 13% 40% 39% 7% 2%  100% NA

tDenotes 20% or more of respondents who said “not applicable” when asked to rate this item.
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Average ratings ranged from 64 to 70 points on the 100-point scale (0 equals “strongly disagree”
and 100 equals “strongly agree”). Respondents agreed most with the statement “the City of
Rockville government welcomes citizen involvement” (70 points), followed by “I am pleased with
the overall direction that the City of Rockville government is taking” (66). The lowest rating was
given to “the City of Rockville budgeting process is open and understandable to residents” (64).
However, although no significant differences in ratings were seen, improvements were made in the
area of the government having an open and understandable budgeting process and listening to its
residents.

Figure 66: Ratings of City Government Performance Compared by Year

Please rate to what extent you agree or disagree with each of the following statements.

68 m 2012
The City of Rockville government  (£Lddd e frd fd dad ddddddddfadddd iy 2010
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I am pleased with the overall direction 2001
that the City of Rockville government
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The City of Rockville government
listens to its residentst
I 5
. 64
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performance of the City of Rockville
Mayor and Council
I G4
. . . 60
The City of Rockville budgeting process A A A A A A A A A A A LA AL AAS 60
is open and understandable to
residentst
0 25 50 75 100
Average rating on 100-point scale (O=strongly disagree, 100=strongly agree)
tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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Generally, residents living east of Route 355 were less likely to agree with each statement about the
local government performance than were those living in the other areas of the city.

Figure 67: Ratings of City Government Performance Compared by Geographic Area

Please rate to what extent you agree or disagree with each of the following

. . _ . East of Between Route ~ West of
statements. (Average rating on 100-point scale (0=strongly disagree, Route 355 355 and 1-270 1-270
100=strongly agree))
The City of Rockville government welcomes citizen involvement # 64 72 77
I am pleased with the overall direction that the City of Rockville government
is taking ¥ 61 67 66
The City of Rockville government listens to its residents 56 69 66
I am pleased with the overall performance of the City of Rockville Mayor and
Council ¥ 59 67 64
The City of Rockville budgeting process is open and understandable to
residents 62 64 67

fDenotes a significant difference between responses given by residents in living in different areas of the city
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Since 2008, survey respondents have been asked to identify why they feel people choose to not vote
in the local Mayor and City Council elections. Eight different reasons were provided and
respondents were asked the extent to which they agreed or disagreed with each. The top two
reasons endorsed by respondents in 2012 were having insufficient information about the
candidates and issues (69% “strongly agree” or “agree”), not knowing who to vote for (67%) and
not caring about local politics (64%). Over half agreed that people choose not to vote because local
elections are not held with general elections (58%) and that people are too busy to vote (55%). Few
(18%) agreed that people do not have a way to get to the polls.

Figure 68: Reasons for Not Voting in Local Elections

Many people do not vote in the local elections for
Mayor and City Council. Please indicate the extent to Neither

which you agree or disagree that each of following S Agree  agree nor Disagree S!:rongly Total
. agree 3 disagree

reasons may be why people choose not to vote in disagree

local elections.

Don't have enough information about the

candidates/issues 26% 43% 17% 11% 3%  100%

Don't know whom to vote for 20% 47% 19% 10% 4%  100%

Just don't care about local politics 17% 47% 19% 13% 4%  100%

Local elections are not held with general elections 25% 33% 24% 12% 6% @ 100%

Too busy/no time 15% 40% 23% 14% 8%  100%

Feel their opinions don't matter 11% 31% 28% 21% 9% 100%

Intimidated/overwhelmed by the process 4% 16% 33% 33% 15% 100%

Don't have a way to get to the polls 4% 14% 24% 39% 20% @ 100%
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In 2012, the reason for not voting that resonated the most with respondents was not having enough
information about the candidates or issues (69 points on the 100-point scale). Not knowing whom
to vote for (67), the fact that local elections are not held with general elections (65) and not caring
about local politics (65) rounded out the top four reasons respondents felt people did not vote.
Residents felt it was less likely that people do not vote in local elections because they are
intimidated or overwhelmed by the process or that they do not have a way to get to the polls. The
relative order of reasons has remained stable over time.

Figure 69: Reasons for Not Voting in Local Elections Compared by Year

Many people do not vote in the local elections for Mayor and City Council. Please indicate the
extent to which you agree or disagree that each of following reasons may be why people choose
not to vote in local elections.
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Effective Communications

Civic Engagement is an important and challenging part of any community, and it begins with
communication between the City and its residents. By setting a Mayor and Council Goal of Effective
Communications, the City of Rockville continues to strive to increase the availability and quality of
public information to its residents. The City plans to continue to collaborate with commissions,
boards and the public about fiscal policies and land-use concerns. The City also plans to maintain
and improve their partnerships with other governmental entities to achieve Rockville’s objectives
and to avoid the unnecessary duplication of services for taxpayers. The City is committed to open,
respectful and effective communications among all levels in the City.

Several questions on the 2012 survey captured residents’ perspectives about communication with
the City, including attendance of City government meetings and use of technology, preferences of
information sources about City news and ratings of the amount of information received.

Attendance of City Council Meeting

The majority of respondents (85%) reported that they had not attended or watched a Rockville
Mayor and Council meeting in the 12 months prior to the survey. One in 10 indicated that had
watched or attended a meeting once or twice and 5% had done so three times or more. The rate of
participation in Mayor and Council meetings was lower in 2012 than in 2010 (15% versus 21%,
respectively).

Figure 70: Frequency of Watching or Attending Rockville Mayor and Council Meeting

Never

In the last 12 months, about how __— 859
0

many times have you, a family

member in your home or other
household member watched or
attended a Rockville Mayor and

GoUnalmesting? More than 26 times

1%

13 to 26 times
1% i \
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Figure 71: Frequency of Watching or Attending Rockville Mayor and Council Meeting Compared by Year

In the last 12 months, about how many times have you, a family member in your home or other
household member Watched or attended a Rockville Mayor and Council meeting?

, W 2012
Watched or attended a 15%
Rockville Mayor and 2010
Council meeting** 21%
0% 25% 50% 75% 100%

Percent of respondents who had watched or attended at least once in the last 12 months
**Denotes a significant difference between 2010 and 2012 responses.
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City Cable Channel and Website

As in previous years, respondents were asked to evaluate the quality of the Rockville Channel
programming and the City’s website and whether or not they had used these media. Three-quarters
rated the City of Rockville’s website as “excellent” or “good,” and two-thirds gave such ratings to the
Rockville Channel programming.

One-third of respondents selected “don’t know” when rating the quality of the City’s website while
6 in 10 said “don’t know” to the quality of the Cable Channel 11 programming (see Appendix A:
Complete Set of Survey Responses for all responses including “don’t know”).

When compared to the benchmark, Rockville’s cable channel programming and the City’s website
received ratings that were above those given by residents across the country.

Figure 72: Rockville Channel Programming and City Website

Please rate the quality of each of the following City of Comparison to

Excellent Good Fair Poor Total

Rockville government services. benchmark
The City of Rockville's website (www.rockvillemd.gov) 16% 58% 23% 4%  100% Above
The Rockville Channel (Cable Channel 11) programming 14% 54% 26% 6% 100% Above

Average ratings for the website received a slightly higher rating (62) than those given to the cable
channel programming (58). Ratings in 2012 were similar to those given in 2010.

Figure 73: Ratings of The Rockville Channel Programming and City Website Compared by Year
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tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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Similar ratings were given to the City’s website across the three geographic areas, while those living
between Route 355 and I-270 gave less favorable ratings to the City’s cable channel programming
than other areas of the city.

Figure 74: Ratings of The Rockville Channel Programming and City Website Compared by Geographic Area
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tDenotes a significant difference between responses given by residents in living in different areas of the city
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Respondents were asked how frequently they had used the City’s website and Channel 11 in the 12
months prior to the survey. Residents were more likely to have used the website than watched
Channel 11. Two-thirds reported having visited the City’s website at least once in the prior 12
month period and one-third had watched Channel 11. Usage of the City’s website was similar in
2012 compared to 2010, while fewer respondents reported having watched Rockville Channel 11 in
2012 than in 2010 (33% versus 39%, respectively).

Figure 75: Use of City Website and Rockville Channel 11

In the last 12 months, about how many times, if Lessthanonce 1to3timesa Once aweek

X Never Total
ever, have you done the following? a month month or more
Visited the City of Rockville's website
(www.rockvillemd.gov) 35% 45% 19% 1% 100%
Watched Rockville Channel 11 67% 25% 6% 2%  100%

Figure 76: Use of City Website and Rockville Channel 11 Compared by Year

In the last 12 months, about how many times, if ever, have you done the following?
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—a— Visited the City of Rockville's website (www.rockvillemd.gov) ==ll==Watched Rockville Channel 11**

**Denotes a significant difference between 2010 and 2012 responses.
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Those who reported having visited the City’s website in the last 12 months were asked to rate five
different aspects of the site. When evaluating the City website’s provision of up-to-date information,
87% of respondents indicated it was “excellent” or “good.” Three-quarters gave favorable ratings to
the website’s appearance and to the quality of online services offered. Six in 10 rated the ease of
navigation and the website search function positively, while just over 10% felt these aspects of the
website were “poor.”

About 20% of respondents said “don’t know” when rating the quality of the online services offered
and the website’s search function (see Appendix A: Complete Set of Survey Responses for all
responses to survey questions).

Two of the five aspects of the City’s website were available for comparison to the national
benchmark. The appearance of the City’s site was rated above the national average and the ease of
navigation was rated similar.

Figure 77: Aspects of City Website

If you used the City's website in the last 12 months, please .
Comparison to

rate the following aspects. Circle the number that best Excellent Good Fair Poor Total
L benchmark

represents your opinion.

Current information 21% 66% | 12% 1% 100% NA
Appearance 17% 59% | 20% 5% @ 100% Above
Online services offered 18% 55% @ 23% 5% 100% NA
Ease of navigation 13% 47%  29% @ 11% 100% Similar
Search function 13% 45% | 29% 13% 100% NA

*Asked only of those who said they had visited the website in the last 12 months.

Generally, ratings remained stable in 2012 when compared to 2010, except for the quality of
current information which increased from 2012 to 2010 (69 points versus 63, respectively).

Figure 78: Ratings of the City Website Compared by Year

If you used the City's website in the last 12 months, please rate the following aspects. Circle the
number that best represents your opinion.*

. N 69 2012
Current information 63 2010
62
Appearance
pp 59
Online services offeredt 62
60
Ease of navigation >4
51
Search functiont >3
52
0 25 50 75 100

Average rating on 100-point scale (O=poor, 100=excellent)

*Asked only of those who said they had visited the website in the last 12 months.
**Denotes a significant difference between 2010 and 2012 responses.
tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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Residents who reported having watched the Rockville Channel in the 12 months prior to the survey
were asked to evaluate the quality of information and the variety of programming. Most held
favorable views of the quality of information on Rockville Channel 11; 68% gave “excellent” or
“good” ratings. Opinions about the variety of programming were more mixed, with 53% indicating
that the variety was “excellent” or “good,” 38% saying it was “fair” and 10% saying it was “poor.”

One-quarter of respondents who had watched Channel 11 said “don’t know” when rating the
variety of programming on Cable Channel 11 (see Appendix A: Complete Set of Survey Responses for a
full set of responses including “don’t know”).

Figure 79: Aspects of Rockville Channel 11

If you watched Rockville Channel 11 in the last 12 months, please rate the
following aspects. Circle the number that best represents your opinion.*

Quality of information 13% 55% 26% 5% 100%
Variety of programming 9% 44%  38% 10% 100%
*Asked only of those who said they had watched Rockville Channel 11 in the last 12 months.

Excellent Good Fair Poor Total

The quality of information on Channel 11 was given a rating of 59, or between “good” and “fair,” and
the variety of programming received an average rating of 50 points. These ratings were similar to
ratings given in 2010.

Figure 80: Ratings of Rockville Channel 11 Compared by Year

If you watched Rockville Channel 11 in the last 12 months, please rate the following aspects.
Circle the number that best represents your opinion.*

Quiality of information

2010
57

Variety of programmingt

0 25 50 75 100

Average rating on 100-point scale (O=poor, 100=excellent)

*Asked only of those who said they had watched Rockville Channel 11 in the last 12 months.
tDenotes 20% or more of respondents who said “don’t know” when asked to rate this item.
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Use of Technology

A new question was added to the 2012 survey to measure respondents’ use of technology in the 12
months prior to the survey. About 4 in 10 respondents “never” accessed the Internet on a mobile
device. However, another 4 in 10 used a mobile device for Internet access once a week or more.

When asked how often they accessed the City’s website with a mobile device, only about 2 in 10
respondents had done so at least once in the previous 12 months. The City of Rockville offers free
WiFi access to the Internet at some City facilities. About 2 in 10 respondents reported having used
the free WiFi at least once in the previous 12 months.

Figure 81: Use of Technology

In the last 12 months, about how many times, if ever, have you done the following?

W Never Less than once a month M1 to 3 times a month Once a week or more

Accessed the Internet using a
mobile device (tablet,
smartphone, etc.)

7% 6% 42%

Accessed the City's website
using a mobile device (tablet,
smartphone, etc.)

15% 3% 2%

Used free wireless Internet
(WiFi) at a City facility

14% 5% 2%

0% 25% 50% 75% 100%
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Public Information

When asked their preferences for receiving information about the Rockville City government from a
variety of sources, the relative order of preferred sources was similar in 2012 compared to 2010.
The most preferred sources of information about the City government were Rockville Reports (85%
“strongly” or “somewhat” preferred), the City’s website (78%) and printed materials (74%). Less
than 40% of respondents said that they preferred to receive information via social networking or
the Rockville Channel 11.

Figure 82: Preferences for Receiving Information about the City

Please rate your preference for receiving information about the Strongly Somewhat Not at all

Rockville City government from each of the following City sources. prefer prefer prefer Uil
Rockville Reports (the City's monthly newsletter) 53% 33% 15% 100%
City of Rockville's website (www.rockvillemd.gov) 39% 39% 22%  100%
Printed materials (e.g. fliers, postcards, brochures) 33% 41% 26% @ 100%
Email notifications 36% 35% 29%  100%
A civic association/homeowner association newsletter or listserve 26% 36% 37% @ 100%
Public meetings 9% 40% 52%  100%
The Rockville Channel (Cable Channel 11 or Video On Demand) 11% 29% 61% @ 100%
Social networking (e.g. Facebook, Twitter, etc.) 17% 22% 61% 100%
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Overall, preferences remained the same from 2010 to 2012, with one exception. Respondents were
less likely to prefer to get information about the City government from public meetings in 2012
than in 2010 (48% versus 54%).

Figure 83: Preferences for Receiving Information about the City Compared by Year

Please rate your preference for receiving information about the Rockville City government from
each of the following City sources.

Rockville Reports (the City's monthly 85%  W2012

newsletter) 88% 2010
City of Rockvile's website [N 75
(www.rockvillemd.gov) 78%
Printed materials (e.g. fliers, postcards, _ 74%
brochures) 76%
Email notifications
66%
A civic association/homeowner _ 63%
association newsletter or listserve 67%
Public meetings
54%
The Rockville Channel (Cable Channel 11 _ 39%
or Video On Demand) 43%
Social networking (e.g. Facebook, Twitter, _ 39%
etc.) 399
0% 25% 50% 75% 100%

Percent "strongly" or "somewhat" preferred

Prior to 2012, "Social networking (e.g. Facebook, Twitter, etc.)" was "Social networking Web sites (e.g., Facebook,
Twitter, RSS, etc.).”
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government and asked to indicate if they received “more than enough,” “enough” or “not enough”
information about each. Overall, the majority of respondents felt they received “more than enough”
or “enough” information about each of the 14 various functions or activities. Residents were most
satisfied with the amount of information they received about recreation and parks activities (83%
“enough” or “more than enough”), special events (81%) and arts and cultural events (77%).
Perhaps more information could be provided to residents about City construction projects (34%
“not enough”), volunteer opportunities (34%) and future development in Rockville (38%).

Figure 84: Amount of Information about City Government Functions or Activities

When thinking about the amount of information you receive about each of

the City of Rockville government functions or activities listed below, do you More Not

. . . . . than Enough Total
feel you receive more than enough information, enough information or not enough enough
enough information? i
Recreation and Parks activities 9% 74% 17%  100%
Special events 10% 71% 19% 100%
Arts and cultural events 9% 68% 23% | 100%
Historic preservation 7% 67% 27% @ 100%
Boards and Commissions 6% 67% 27% @ 100%
Mayor and Council actions 7% 65% 28% @ 100%
Environmental initiatives 7% 64% 29% @ 100%
Opportunities to participate in public processes 6% 65% 29% @ 100%
City of Rockville budget 4% 64% 31% 100%
Public safety (e.g. neighborhood safety concerns, crime reports) 6% 62% 31% 100%
Bike and pedestrian initiatives 8% 59% 33%  100%
City Construction projects (e.g. infrastructure, sidewalks, etc.) 6% 60% 34% | 100%
Volunteer opportunities 6% 60% 34% @ 100%
Future development in Rockville 6% 56% 38%  100%
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When compared to 2010, respondents in 2012 gave similar evaluations to the amount of
information they received about most of the functions or activities. However, more respondents in
2012 than in 2010 believed that they received “enough” or “more than enough” information about
public safety (69% versus 62%, respectively) and future development in Rockville (62% versus

56%).

Figure 85: Amount of Information about City Government Functions or Activities Compared by Year

When thinking about the amount of information you receive about each
of the City of Rockville government functions or activities listed below, do

you feel you receive more than enough information, enough information 2012 | 2010 | 2008 | 2007 | 2005 | 2003
or not enough information? (Percent "more than enough" or "enough")
Recreation and Parks activities 83% 80% 84% 85% @ 81% 82%
Special events 81% 83% 84% 78% @ 73% @ 76%
Arts and cultural events 77%  73%  77% 77% | 73% 75%
Historic preservation 73% | 72% 68% 68% 67% 63%
Boards and Commissions 73%  76% 69% 71% 68% 67%
Mayor and Council actions 72%  73% 68% 67% 68% 67%
Environmental initiatives 71%  71%  65% NA NA NA
Opportunities to participate in public processes 71% = 74% 68% NA NA NA
City of Rockville budget 69%  71% 62% 64% @ 65% 64%
Public safety (e.g. neighborhood safety concerns, crime reports)** 69%  62% NA NA NA NA
Bike and pedestrian initiatives 67% @ 69% NA NA NA NA
City Construction projects (e.g. infrastructure, sidewalks, etc.) 66% 61% 59% 63% 64% @ 55%
Volunteer opportunities 66% 69% 66% @ 65% @ 64% @ 64%
Future development in Rockville** 62% @ 56% 61% 65% 68% 62%

**Denotes a significant difference between 2010 and 2012 responses.
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New to the 2012 survey was a question asking residents how they typically get information during
power outages caused by storms. They were able to indicate multiple information sources. More
than half said that they got information on a mobile device (57%) or at a public facility (51%). Four
in 10 said that they do not look for information and 1 in 10 indicated that they used some “other”
source not listed on the survey. Less than 7% of respondents reported that they used the radio or
word of mouth to get information during power outages.

Figure 86: Information Sources During Power Outages

How do you typically get information during power outages caused by storms? (Please check all that apply.)

On a mobile device (e.g.

0,
tablet/smartphone) >7%

At a public facility (e.g. mall, community

0,
center, City Hall) 51%

| don't look for information

Radio

Word of mouth

Other

0% 25% 50% 75% 100%

Percent of respondents*

*Total may exceed 100% as respondents could select more than one answer.
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Additional Comments

As in previous years, the survey included a question where respondents had the opportunity to
write in responses in their own words to a question regarding any other comments or suggestions
they had about living in Rockville or the services provided by the City.

About 30% of respondents opted to make a comment or suggestion. Of those making a comment,
one in five wrote in comments related to additional or improvements to City services (21%) or that
Rockville was a great place to live (19%). Thirteen percent mentioned concerns about the cost of
living and/or taxes and dissatisfaction with City employees, leaders or the government in general.
Fewer than 10% of respondents who wrote in a response cited the other issues listed in the table
below. A complete set of the verbatim comments made by respondents can be found in Appendix D:
Verbatim Responses to Open-ended Survey Questions.

Figure 87: Additional Comments

Do you have any additional comments or suggestions that you would like to Percent of Percent of

make regarding the City of Rockville and/or the City government's services respondents* respondents making
and performance (attach a page if more space is needed)? P a comment

No comment made 68% --
Additional or improvements to City services 7% 21%
Rockville is a great place/good services 6% 19%
Cost of living and/or tax rates 4% 13%
Dissatisfaction with City employees/leaders/government 4% 13%
Information/communication from City needed 3% 8%
Traffic enforcement, congestion, lights/light timing 3% 9%
Parks, recreation and youth programs 3% 8%
Pedestrian problems or suggestions 2% 6%
Parking issues, transportation, roads 2% 5%
Other 9% 27%

*Total may exceed 100% as respondents could select more than one answer.
The column labeled "Percent of respondents” includes all respondents to the survey. The column labeled "Percent of
respondents making a comment" includes only the 203 residents who responded to question 22.
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Appendix A: Complete Set of Survey Responses

The full set of responses to each survey question are displayed in the tables in this appendix. Many
survey questions included a “don’t know” response option. Most of the analyses in the body of the
report were for respondents who had an opinion. Eliminating “don’t know” responses allows for
easier comparison between evaluative responses. Two sets of tables are provided in this appendix;
the first with the “don’t know” responses excluded, to show the proportion of respondents with an
opinion giving a response; and the second with the “don’t know” responses included, to allow
examination of the magnitude of unfamiliarity with certain items.

Survey Responses without “Don’t know”

The following pages contain a complete set of responses to each question on the survey, excluding
the “don’t know” responses.

Table 1: Quality of Life Ratings

Please rate your quality of life in Rockville. Excellent Good Fair Poor Total
Overall, how would you describe the quality of life in the City of Rockville? 39% 52% 9% 0% 100%
How do you rate the overall quality of your neighborhood? 39% 48% @ 12% 2% | 100%
How do you rate Rockville as a place to raise children? 41% 48% 9% 2% | 100%
How do you rate Rockville as a place to retire? 21% 41%  25% 13%  100%

Table 2: City of Rockville Characteristics Ratings

Please rate each of the following characteristics of Rockville. Excellent Good Fair Poor Total
Sense of community 20% 53% 22% 5% @ 100%
Overall appearance of Rockville 24% 60% 14% 2%  100%
Opportunities to attend cultural or arts events 30% 49%  18% 3% 100%
Openness and acceptance of the community toward people of diverse

backgrounds 36% 49% | 11% 4%  100%
Availability of affordable housing 6% 26%  40% @ 27% @ 100%
Ease of travel in Rockville by bicycle 14% 37% 35% 13% 100%
Ease of travel in Rockville by walking 20% 48% @ 26% 6% = 100%
Ease of travel in Rockville by transit 25% 52% 19% 3% 100%
Ease of travel in Rockville by car 25% 49%  21% 5% 100%
Quality of new residential development 17% 55% 23% 6% = 100%
Quality of new commercial development 17% 54% @ 24% 5% @ 100%
Drinking water quality 24% 54% @ 16% 5% @ 100%
Rockville's natural environment 24% 55% @ 20% 2% | 100%
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o A AR (T Very Reasonably Somewhat Somewhat Very Total
safe safe safe unsafe unsafe

Crossing the street in Rockville 20% 48% 19% 9% 4%  100%

In your neighborhood during the

day 52% 37% 8% 3% 1% 100%

In your neighborhood after dark 21% 46% 23% 7% 3% 100%

In business areas in Rockville

during the day 43% 44% 10% 3% 1% 100%

In business areas in Rockville after

dark 16% 45% 26% 11% 2%  100%

Table 4: Community Participation
In tITe last 12 m?nths, about how many times have you, a Onceor 3t012 13t 26 More
family member in your home or other household member  Never . . . than 26 Total
. . twice times times .

done the following things: times

Used a Rockville park 15% 25% 27% 12% 21%  100%

Used a Rockville recreation center 45% 20% 16% 9% 10% 100%

Participated in a Rockville recreation program 60% 19% 10% 6% 6% @ 100%

Attended a City-sponsored special event (such as Farmer's

Market, July 4th fireworks, Hometown Holidays, Science

Day, Uncorked, Rotary Twilight Runfest or Car Show) 31% 32% 27% 6% 5% 100%

Visited Rockville Town Center 8% 15% 31% 20% 26% @ 100%

Watched or attended a Rockville Mayor and Council

meeting 85% 10% 3% 1% 1% 100%

Table 5: Contact with City Employees

Have you had phone, in-person or email contact with a City of Rockville government employee Percent of

within the last 12 months? respondents

No 53%

Yes 47%

Total 100%

Table 6: Employee Ratings

llz::;;l:: your impression of City government employees in your most recent Excellent Good = Fair  Poor Total

Knowledge 46% 40% 9% 5% 100%

Courtesy 48% 36%  11% 5% @ 100%

Responsiveness 48% 34%  12% 6% 100%

Follow-up (got back to you or took action if needed) 44% 31% | 11%  14% 100%

Overall customer service 43% 36% 16% 5% 100%

*Asked only of those who reported having contact with a City employee in the last 12 months.
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Please rate the quality of each of the following City of Rockville government

services. Excellent Good Fair Poor Total
Refuse collection 49% 40% 9% 1% 100%
Recycling services 46% 40%  10% 3% 100%
Yard waste collection 42% 44%  11% 3% 100%
Leaf pick-up 33% 47% @ 15% 4%  100%
Street repairs and maintenance 20% 48% @ 26% 6% 100%
Snow and ice removal 26% 48%  21% 5% 100%
Street sweeping 21% 51% 24% 4%  100%
Adequacy of street lighting in your neighborhood 21% 2%  26% 11% 100%
Street light maintenance 22% 48% @ 24% 6% @ 100%
Street tree maintenance 20% 48%  25% 8% 100%
Sidewalk maintenance 23% 51% 21% 6%  100%
Water and sewer services 26% 56% 17% 2%  100%
Building permit process 14% 47%  28% 11% 100%
Providing planning and zoning information 17% 48%  25% 11% 100%
Recreational programs 32% 52% 15% 1% 100%
Recreation centers 32% 54% 13% 1% 100%
Athletic fields (such as baseball/softball, soccer or football) 28% 57% 13% 2% @ 100%
Playgrounds (tot lots) 34% 52% 12% 1% 100%
Range of activities available in parks and recreation centers and facilities 28% 53% 17% 3% 100%
City-sponsored special events 28% 56% 14% 2% | 100%
Appearance of City parks 31% 56% 12% 0% 100%
Residential property maintenance code enforcement (conducted by the
Community Enhancement and Code Enforcement Division) 14% 50% 24% 11% 100%
Commercial property maintenance code enforcement (conducted by the
Community Enhancement and Code Enforcement Division) 14% 54% @ 24% 7% | 100%
Enforcement of traffic laws by Rockville Police Department 18% 53% 21% 8%  100%
Crime prevention efforts 18% 57% @ 20% 5% 100%
Overall City of Rockville police services 24% 57% 16% 4%  100%
Emergency preparedness (services that prepare the community for natural
disasters or other emergency situations) 20% 50% @ 22% 8%  100%
Environmental protection and sustainability initiatives 20% 53% 21% 5% @ 100%
Senior citizen programs and services 35% 51% 13% 2%  100%
Services to youth (summer camps/playgrounds, after school programs,
childcare, teen activities, swim classes, sports, etc.) 36% 50% 13% 2%  100%
The Rockville Channel (Cable Channel 11) programming 14% 54% 26% 6% 100%
The City of Rockville's website (www.Rockvillemd.gov) 16% 58% 23% 4%  100%
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Table 8: Overall Quality of Services

Please rate the condition of each of the following within Rockuville. Percent of respondents

Excellent 24%
Good 63%
Fair 12%
Poor 1%
Total 100%

Table 9: Public Trust

Please rate to what extent you agree or

Strongly Neither agree Strongly

disagree with each of the following Agree . Disagree X Total
agree nor disagree disagree
statements.
| receive good value for the City of Rockville
government taxes | pay 16% 47% 27% 9% 2% | 100%
| am pleased with the overall direction that
the City of Rockville government is taking 13% 49% 28% 8% 2% | 100%
The City of Rockville government welcomes
citizen involvement 18% 52% 26% 4% 1% 100%
The City of Rockville budgeting process is
open and understandable to residents 13% 40% 39% 7% 2%  100%
The City of Rockville government listens to its
residents 12% 46% 33% 6% 3% 100%
| am pleased with the overall performance of
the City of Rockville Mayor and Council 13% 43% 36% 7% 1% 100%
Table 10: Rate of Growth in Rockville
Please'rate i sp.eec! i grom{th B Much Somewhat Right Somewhat Much
following categories in Rockville over the Total
too slow too slow amount too fast too fast
past 2 years.
Population growth 1% 3% 51% 33% 13% 100%
Retail growth (stores, restaurants, etc.) 1% 17% 63% 12% 7%  100%
Jobs growth 11% 47% 39% 2% 0% 100%
Housing 6% 19% 44% 20% 11% = 100%
Table 11: Effectiveness of City Recreation and Parks Department
How effective, if at all, are the programs, services and facilities provided by the City's Recreation Percent of
and Parks Department at improving the health and wellness of its users? respondents
Very effective 39%
Somewhat effective 59%
Not at all effective 3%
Total 100%
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Table 12: Water and Sewer Services Provider

Which of the following organizations provides your household's water and sewer services? Percent of respondents
The City of Rockville 80%
Washington Suburban Sanitary Commission (WSSC) 20%
Total 100%

Table 13: Level of Support for Tax Increase Versus Reducing Service Levels

City revenues have decreased, and may continue to decrease, due to declining property values. As a

result, the City may have to either raise taxes or reduce service levels. Which of the following options r::;:;fn::az:s
best indicates your preferences? (Please select only one.)

Strongly support increasing taxes to maintain existing levels of service 10%
Somewhat support increasing taxes to maintain existing levels of service 32%
Somewhat support reducing levels of services and not raising taxes 35%
Strongly support reducing levels of services and not raising taxes 22%
Total 100%

Table 14: Frequency of Watching The Rockville Channel or Visiting the City Website in Last 12 Months

In the last 12 months, about how many times, if Lessthanonce 1to3timesa Once aweek

. Never Total
ever, have you done the following? a month month or more
Visited the City of Rockville's website
(www.Rockvillemd.gov) 35% 45% 19% 1% 100%
Watched Rockville Channel 11 67% 25% 6% 2% 100%

Table 15: Ratings of Aspects of City Website

If you used the City's website in the last 12 months, please rate the following
aspects. Circle the number that best represents your opinion.*

Excellent Good Fair Poor Total

Current information 21% 66% 12% 1% 100%
Appearance 17% 59% @ 20% 5% @ 100%
Online services offered 18% 55% 23% 5% 100%
Ease of navigation 13% 47%  29% @ 11% 100%
Search function 13% 45%  29% 13% 100%

*Asked only of those who reported having contact with a City employee in the last 12 months.

Table 16: Ratings of Aspects of the City Cable Channel 11

If you watched Rockville Channel 11 in the last 12 months, please rate the
following aspects. Circle the number that best represents your opinion.*

Variety of programming 9% 44% 38% 10% 100%
Quality of information 13% 55% @ 26% 5% 100%
*Asked only of those who reported having contact with a City employee in the last 12 months.

Excellent Good Fair Poor Total
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In the last 12 months, about how many times, if Less than once 1to3timesa Once a week
. Never Total
ever, have you done the following? a month month or more
Used free wireless Internet (WiFi) at a City facility 79% 14% 5% 2%  100%
Accessed the Internet using a mobile device (tablet,
smartphone, etc.) 44% 7% 6% 42% @ 100%
Accessed the City's website using a mobile device
(tablet, smartphone, etc.) 79% 15% 3% 2% @ 100%
Table 18: Preferences for Receiving Information about the City
Please rate your preference for receiving information about the Strongly Somewhat Not at all Total
Rockville City government from each of the following City sources. prefer prefer prefer
Rockville Reports (the City's monthly newsletter) 53% 33% 15% 100%
The Rockville Channel (Cable Channel 11 or Video On Demand) 11% 29% 61% 100%
City of Rockville's website (www.Rockvillemd.gov) 39% 39% 22% @ 100%
Public meetings 9% 40% 52% 100%
Printed materials (e.g. fliers, postcards, brochures) 33% 41% 26% 100%
Email notifications 36% 35% 29% @ 100%
A civic association/homeowner association newsletter or listserve 26% 36% 37% @ 100%
Social networking (e.g. Facebook, Twitter, etc.) 17% 22% 61%  100%
Table 19: Amount of Information About City Government Functions or Activities

When thinking about the amount of information you receive about each of More
the City of Rockville government functions or activities listed below, do you Not

. . . . . than Enough Total
feel you receive more than enough information, enough information or not enough enough
enough information? i
Mayor and Council actions 7% 65% 28%  100%
Environmental initiatives 7% 64% 29%  100%
Special events 10% 71% 19% 100%
Recreation and Parks activities 9% 74% 17%  100%
Arts and cultural events 9% 68% 23% @ 100%
Future development in Rockville 6% 56% 38%  100%
City Construction projects (e.g. infrastructure, sidewalks, etc.) 6% 60% 34% @ 100%
Opportunities to participate in public processes 6% 65% 29%  100%
Boards and Commissions 6% 67% 27% @ 100%
Historic preservation 7% 67% 27%  100%
Public safety (e.g. neighborhood safety concerns, crime reports) 6% 62% 31% @ 100%
Volunteer opportunities 6% 60% 34% @ 100%
City of Rockville budget 1% 64% 31% @ 100%
Bike and pedestrian initiatives 8% 59% 33%  100%
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Table 20: Information Sources During Power Outages

How do you typically get information during power outages caused by storms? (Please check all Percent of
that apply.) respondents*
On a mobile device (e.g. tablet/smartphone) 57%
At a public facility (e.g. mall, community center, City Hall) 51%
Radio 6%
Word of mouth 5%
I don't look for information 43%
Other 13%
*Total may exceed 100% as respondents could select more than one answer.
Table 21: Reasons People Don’t Vote in Local Elections
Many people do not vote in the local elections for
Mayor and City Council. Please indicate the extent to Neither
. . . Strongly . Strongly
which you agree or disagree that each of following Agree  agreenor Disagree . Total
. agree . disagree
reasons may be why people choose not to vote in disagree
local elections.
Too busy/no time 15% 40% 23% 14% 8%  100%
Just don't care about local politics 17% 47% 19% 13% 4%  100%
Don't have enough information about the
candidates/issues 26% 43% 17% 11% 3% 100%
Don't have a way to get to the polls 4% 14% 24% 39% 20% @ 100%
Don't know whom to vote for 20% 47% 19% 10% 4%  100%
Feel their opinions don't matter 11% 31% 28% 21% 9%  100%
Intimidated/overwhelmed by the process 4% 16% 33% 33% 15% 100%
Local elections are not held with general elections 25% 33% 24% 12% 6% @ 100%

Table 22: Additional Comments

Do you have any additional comments or suggestions that you would like to make regarding the

City of Rockville and/or the City government's services and performance (attach a page if more AT
space is needed)? TS
No comment made 68%
Pedestrian problems or suggestions 2%
Cost of living and/or tax rates 4%
Parking issues, transportation, roads 2%
Rockville is a great place/good services 6%
Information/communication from City needed 3%
Dissatisfaction with City employees/leaders/government 4%
Traffic enforcement, congestion, lights/light timing 3%
Additional or improvements to City services 7%
Parks, recreation and youth programs 3%
Other 9%

*Total may exceed 100% as respondents could select more than one answer.

Report of Results 69

A-74



Table 23: Respondent Length of Residency
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How many years have you lived in Rockville?

Percent of respondents

2 years or less 20%
3to 5years 19%
6 to 10 years 17%
11 to 20 years 19%
21 years or more 25%
Total 100%
Table 24: Respondent Housing Unit Type
What best describes your home? Is it a... Percent of respondents
One family house detached from any other houses 49%
A duplex or townhouse 8%
A building with three or more apartments or condominiums 37%
Other 6%
Total 100%
Table 25: Respondent Rent or Own
Do you rent or own your home? Percent of respondents
Rent 41%
Own 59%
Total 100%
Table 26: Respondent Monthly Housing Costs
About how much is your monthly housing cost for the place you live (including rent, mortgage Percent of
payment, property tax, property insurance and homeowners' association (HOA) fees)? respondents
Less than $599 per month 7%
$600 to $999 per month 5%
$1,000 to $1,499 per month 19%
$1,500 to $2,499 per month 44%
$2,500 to $2,999 per month 13%
$3,000 or more per month 12%
Total 100%
Table 27: Internet Access
Do you have access to the Internet at home, work or school? Percent of respondents
No 5%
Yes 95%
Total 100%
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Table 28: Household Television Services

Does your household subscribe to one of the following television services? No Yes Total
Cable television service 24% 76% 100%
Satellite service 86% 14% 100%
Table 29: Bicycle Use
Do you or other household members use a bike for: No Yes Total
recreation or exercise 54% 46% 100%
commuting to school 96% 4% 100%
commuting to work 92% 8% 100%
transportation for other kinds of trips 87% 13% 100%
Table 30: Respondent Ethnicity
Are you Spanish/Hispanic/Latino? Percent of respondents
No 87%
Yes 13%
Total 100%
Table 31: Respondent Race
What is your race? Percent of respondents*
American Indian or Alaskan native 1%
Asian or Pacific Islander 23%
Black or African American 5%
White/Caucasian 66%
Other 9%

*Total may exceed 100% as respondents could select more than one answer.

Table 32: Do you speak a language other than English at home?

Do you speak a language other than English at home?

Percent of respondents

No, English only 58%

Yes 42%

Total 100%
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Table 33: Which language?

Which language? Percent of respondents

Persian/Farsi 1%

Vietnamese 1%

Spanish 29%

Russian 8%

Chinese 23%

Korean 5%

Other 32%

Total 100%
Asked only of respondents who said they speak a language other than English at home.

Table 34: How well do you speak English?

How well do you speak English? Percent of respondents

Very well 64%

Well 26%

Not well 9%

Not at all 1%

Total 100%
Asked only of respondents who said they speak a language other than English at home.

Table 35: Respondent Gender

What is your sex? Percent of respondents

Male 47%

Female 53%

Total 100%

Table 36: Respondent Age

In which category is your age? Percent of respondents

18-24 years 3%

25-34 years 25%

35-44 years 18%

45-54 years 20%

55-64 years 14%

65-74 years 12%

75 years or older 9%

Total 100%
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Table 37: Annual Household Income in 2011

What was your household's total annual income in 2011? Percent of respondents

Less than $25,000 8%
$25,000 to $49,999 15%
$50,000 to $99,999 29%
$100,00 to $149,999 22%
$150,000 to $199,999 15%
$200,000 or more 11%
Total 100%

Table 38: Presence of Children age 12 or Under in Household

Do any children 12 or under live in your household? Percent of respondents

No 72%
Yes 28%
Total 100%

Table 39: Presence of Teenagers age 13 to 17 in Household

Do any teenagers aged between 13 and 17 live in your household? Percent of respondents

No 86%
Yes 14%
Total 100%

Table 40: Presence of Seniors age 60 or Older in Household

Are you or any other members of your household aged 60 or older? Percent of respondents

No 68%
Yes 32%
Total 100%

Table 41: Voting Behavior

Did you vote in the November 2011 City of Rockville Mayor and Council election? Percent of respondents

No/ineligible to vote 63%
Yes 37%
Total 100%

Table 42: Area of Residence

Which best describes where you live? Percent of respondents
Between Hungerford Drive/Rockville Pike (MD 355) and I-270 61%
East of Rockville Pike (MD 355) 24%
West of 1-270 15%
Total 100%
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English
Spanish
Russian
Vietnamese
Chinese
Korean

Total

Percent of respondents

98%
1%
0%
0%
1%
0%

100%
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Survey Responses with “Don’t know”

The following pages contain a complete set of responses to each question on the survey, including the “don’t know” responses. The
percent of respondents giving a particular response is shown followed by the number of respondents.

Table 44: Quality of Life Ratings

Please rate your quality of life in Rockuville. Excellent Good Fair Poor Don't know Total
Overall, how would you describe the quality of life in the City of

Rockville? 38% | N=260 52% N=353 9% N=59 0% N=2 0% N=1 100% N=676
How do you rate the overall quality of your neighborhood? 39%  N=258 48% N=319 12% N=78 2% N=13 0% N=1 100% N=668
How do you rate Rockville as a place to raise children? 36%  N=240 42% N=280 8% N=50 1% N=9 13% N=85 100% N=664
How do you rate Rockville as a place to retire? 17% @ N=115 34% N=224 21% N=139 10% N=70 18% N=121 100% N=669

Table 45: City of Rockville Characteristics Ratings

Please rate each of the following characteristics of Rockville. Excellent Good Fair Poor Don't know Total
Sense of community 19%  N=128 52% N=345 21% N=143 4% N=29 3% N=20 @ 100% @ N=667
Overall appearance of Rockville 24% | N=163 @ 60% N=399 14% N=92 2% N=12 1% N=4 100% N=670
Opportunities to attend cultural or arts events 29% | N=191 @ 46% N=307 17% N=111 3% N=18 5% N=36 100% N=663
Openness and acceptance of the community toward people of

diverse backgrounds 34%  N=226 @ 46%  N=303 10% N=68 4% N=24 6% N=41 100% | N=661
Availability of affordable housing 5% N=34  21% N=144 33% @ N=220 22% N=146 19% N=125 100% @ N=669
Ease of travel in Rockville by bicycle 10% N=68 | 27% N=179 25% N=168 10% N=64 @ 28% N=188 100% & N=667
Ease of travel in Rockville by walking 19% | N=125 46% N=307 25% N=165 6% N=41 5% N=31 100% N=670
Ease of travel in Rockville by transit 22%  N=149  46% N=305 17% N=114 3% N=19 12% N=80 100% N=668
Ease of travel in Rockville by car 25%  N=169 @ 48% N=324 20% N=136 5% N=34 1% N=6 100% N=669
Quality of new residential development 12% N=79  39% N=256 16% N=107 4% N=27 29% N=194 100% N=662
Quality of new commercial development 13% N=86 = 42% N=278 18% N=121 4% N=26 23% N=149 100% N=659
Drinking water quality 23% | N=151 | 50% @ N=334 15% N=102 5% N=33 7% N=46 100% N=666
Rockville's natural environment 23% | N=154 | 53% N=357 19% N=130 2% N=10 3% N=17 & 100% @ N=668
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How safe do you feel . . . Very safe Reasonably safe = Somewhat safe = Somewhat unsafe = Very unsafe  Don't know Total
Crossing the street in Rockville 19% N=132 48% N=324 19% N=131 9% N=63 | 4% N=24 | 0% N=2 100% N=676
In your neighborhood during the day 51% @ N=346 36% N=245 8% N=56 3% N=17 1% N=7 @ 0% N=2 = 100% N=673
In your neighborhood after dark 21% @ N=141 45% N=305 22% N=151 7% N=45 | 3% N=21 | 2% N=10 100% N=673
In business areas in Rockville during the day 41% @ N=275 43% N=283 9% N=62 3% N=19 @ 1% N=6 3% N=22 100% N=666
In business areas in Rockville after dark 14% N=97 42% N=280 24% N=158 10% N=69 2% N=12 8% N=55 100% @ N=672
Table 47: Community Participation
In the last '12 months, ?bout how many times have Once or ) 13 to 26 More than 26 Don't
you, a family member in your home or other Never X 3 to 12 times . i Total
. . twice times times know
household member done the following things:
Used a Rockville park 15% N=100 25% @ N=168 26% N=178 @ 12% N=83 21% N=139 1% N=7  100% | N=675
Used a Rockville recreation center 44% | N=295 20% N=135 16% N=108 9% N=57 10% N=67 1% N=6 100% | N=668
Participated in a Rockville recreation program 59% | N=391 18% @ N=123 10% N=65 5% N=36 6% N=37 2% N=15 100% N=667
Attended a City-sponsored special event (such as
Farmer's Market, July 4th fireworks, Hometown
Holidays, Science Day, Uncorked, Rotary Twilight
Runfest or Car Show) 30% @ N=202 31% N=209 27% N=179 6% N=41 5% N=30 1% N=6 100% N=668
Visited Rockville Town Center 8% N=50 15% N=99 31% N=206 20% N=134 26% N=175 1% N=3 100% N=667
Watched or attended a Rockville Mayor and Council
meeting 84% « N=570 10% N=70 3% N=18 1% N=8 1% N=4 1% N=8  100% | N=677
Table 48: Contact with City Employees
Have you had phone, in-person or email contact with a City of Rockville government employee within the last 12 Percent of Number of
months? respondents respondents
No 53% N=350
Yes 47% N=314
Total 100% N=664
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What was y_our impression of City government Excellent Good Fair Poor Don't N'ot Total
employees in your most recent contact?* know applicable
Knowledge 45% N=140 39% N=121 9%  N=27 5% N=15 1% N=3 1% N=3  100% | N=309
Courtesy 48% N=150 36% N=111 11% N=33 5% N=15 0% N=0 0% N=1 100% | N=310
Responsiveness 48% N=146 33% N=102 12% N=37 6% N=18 @ 0% N=0 1% N=4  100% | N=307
Follow-up (got back to you or took action if needed) 33% N=100 24% N=72 8% N=25  11% N=33 0% N=2 24% N=73 100% N=304
Overall customer service 42% N=129 36% N=111 16% N=48 5% N=16 | 0% @ N=0 1% N=4  100% @ N=309
*Asked only of those who reported having contact with a City employee in the last 12 months.
Table 50: City Service Ratings
Please rate the ql:xallty of each of the following City of Rockville Excellent Good Fair Poor Don't know Total
government services.
Refuse collection 42% | N=280 @ 34% N=228 8% N=52 1% N=7 15% N=99 100% N=668
Recycling services 42% | N=283 37% N=245 9% N=60 3% N=21 9% N=60 100% & N=669
Yard waste collection 30% @ N=198 31% N=206 8% N=53 2% N=16 28% N=185 100% N=659
Leaf pick-up 24%  N=162 35% N=232 11% N=76 3% N=20 26% N=174 100% N=663
Street repairs and maintenance 19%  N=129 45% N=301 24% N=163 6% N=39 5% N=35 100% & N=667
Snow and ice removal 23%  N=154  42% @ N=278 19% N=125 4% N=28 13% N=84 100% & N=669
Street sweeping 17%  N=110 40% N=264 19% N=127 3% N=21 21% N=141 100% N=662
Adequacy of street lighting in your neighborhood 20% N=135  42% N=276 @ 26% N=173  11% N=71 1% N=9 100% N=663
Street light maintenance 19% N=128 43% N=286 22% N=143 5% N=36 11% N=70 100% | N=664
Street tree maintenance 18% N=122 43% N=289 23% N=151 7% N=47 9% N=59 100% | N=668
Sidewalk maintenance 21%  N=139 47% N=311 20% N=132 5% N=34 7% N=43 100% | N=658
Water and sewer services 23%  N=149 50% N=326 15% N=96 2% N=11 11% N=75  100% | N=658
Building permit process 4% N=29 15% N=99 9% N=59 4% N=24 68% N=455  100% N=666
Providing planning and zoning information 7% N=48 21% N=137 11% N=72 5% N=30 57% N=375  100% N=663
Recreational programs 23%  N=154 37% N=248 11% N=71 1% N=4 28% N=186 100%  N=663
Recreation centers 21% @ N=140 35% N=232 9% N=56 1% N=5 34% N=223 100% & N=655
Athletic fields (such as baseball/softball, soccer or football) 18% |« N=122 37% N=246 8% N=55 2% N=11 35% N=230 100% N=663
Playgrounds (tot lots) 23% | N=152  35% N=232 8% N=54 1% N=5 33% N=217 100% N=661
Range of activities available in parks and recreation centers and 20% | N=132 38% N=253 12% N=82 2% N=12  28% N=187 100% @ N=665
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Please rate the quality of each of the following City of Rockville

. S Excellent Good Fair Poor Don't know Total
facilities

City-sponsored special events 21%  N=136 41% N=269 10% N=68 1% N=9 26% N=167 100% | N=650
Appearance of City parks 28% | N=184 50% N=328 11% N=72 0% N=3 11% N=72  100% & N=659
Residential property maintenance code enforcement (conducted by

the Community Enhancement and Code Enforcement Division) 8% N=51  27% N=178 13% N=85 6% N=39 46% N=306 100% & N=659
Commercial property maintenance code enforcement (conducted by

the Community Enhancement and Code Enforcement Division) 6% N=37 21% N=141 10% N=63 3% N=19 60% N=395 100% N=655
Enforcement of traffic laws by Rockville Police Department 15% N=96 44% N=287 17% N=112 7% N=43 18% N=121 100% N=660
Crime prevention efforts 13% N=84  42% N=275 15% N=96 4% N=25 27% N=177 100% @ N=658
Overall City of Rockville police services 20%  N=133  48% N=315 13% N=88 3% N=21 15% N=100 100% N=658
Emergency preparedness (services that prepare the community for

natural disasters or other emergency situations) 12% N=80 30% N=199 14% N=90 5% N=32  39% N=259  100% N=659
Environmental protection and sustainability initiatives 12% N=80 32% N=209 13% N=82 3% N=22 40% N=260 100% @ N=653
Senior citizen programs and services 15% N=97  22% N=142 5% N=35 1% N=6 57% N=379 100% & N=660
Services to youth (summer camps/playgrounds, after school programs,

childcare, teen activities, swim classes, sports, etc.) 19%  N=126 27% N=176 7% N=45 1% N=6 46% N=307 100% N=661
The Rockville Channel (Cable Channel 11) programming 5% N=34 21% N=136 10% N=65 2% N=16 62% N=412  100% N=664
The City of Rockville's website (www.Rockvillemd.gov) 11% N=70 38% N=253 15% N=101 2% N=16 34% N=224 100% N=663

Table 51: Overall Quality of Services

Please rate the condition of each of the following within Rockuville. Percent of respondents Number of respondents

Excellent 23% N=150
Good 62% N=400
Fair 12% N=77
Poor 1% N=7
Don't know 1% N=9
Total 100% N=644
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Table 52: Public Trust

Please rate to what extent you agree or Strongly Neither agree nor . Strongly ,

disagree with each of the following statements. agree Agree disagree Disagree disagree 2oty LG

| receive good value for the City of Rockville

government taxes | pay 14% | N=93 43% N=280 24% N=159 8% N=53 2% N=14 9% N=59 | 100% N=658

| am pleased with the overall direction that the

City of Rockville government is taking 11% = N=70 42% N=276 24% N=159 7% N=43 2% N=11 15% N=97 100% N=656

The City of Rockville government welcomes

citizen involvement 14% N=89 40% N=256 20% N=127 3% N=19 1% N=5 23% N=148 100% & N=645

The City of Rockville budgeting process is open

and understandable to residents 8% « N=51 24% N=156 23% N=150 4% N=26 1% N=6 40% N=263 100% & N=653

The City of Rockville government listens to its

residents 9% N=57  33% N=214 23% N=152 4% N=28 2% N=12 29% N=189 100% & N=652

| am pleased with the overall performance of the

City of Rockville Mayor and Council 10% = N=69 35% N=230 29% N=191 6% N=37 1% N=7 19% N=128 100% N=661

Table 53: Rate of Growth in Rockville

Please rate the speed of growth in the following Much too Somewhat too Right amount Somewhat too Much too Don't know Total

categories in Rockville over the past 2 years. slow slow i fast fast

Population growth 0% N=2 2% N=12 35% | N=230 22% N=148 9% N=61 32% N=209 100% @ N=661

Retail growth (stores, restaurants, etc.) 1% N=6 14% N=90 52% N=339 10% N=64 6% N=37 19% N=122 100% & N=659

Jobs growth 6%  N=37 25% N=162 21% @ N=135 1% N=7 0% N=2 48% N=313  100%  N=657

Housing 4%  N=28 13% N=83 ' 30% N=196 14% N=90 7% N=47 32% N=212 100% | N=657
Table 54: Effectiveness of City Recreation and Parks Department

How effective, if at all, are the programs, services and facilities provided by the City's Recreation and Parks Department at Percent of Number of

improving the health and wellness of its users? respondents respondents

Very effective 23% N=153

Somewhat effective 35% N=234

Not at all effective 2% N=11

Don't know/not a user 40% N=266

Total 100% N=664

Report of Results

A-84

79



Attachment A
Rockville Citizen Survey e February 2013

Table 55: Water and Sewer Services Provider

Which of the following organizations provides your household's water and sewer services? Percent of respondents Number of respondents

The City of Rockville 54% N=360
Washington Suburban Sanitary Commission (WSSC) 14% N=93
Don't know 32% N=212
Total 100% N=665

Table 56: Level of Support for Tax Increase versus Reducing Service Levels

City revenues have decreased, and may continue to decrease, due to declining property values. As a result, the City may have to

P t of Number of
either raise taxes or reduce service levels. Which of the following options best indicates your preferences? (Please select only ercent o umber o
— respondents respondents
Strongly support increasing taxes to maintain existing levels of service 9% N=62
Somewhat support increasing taxes to maintain existing levels of service 29% N=193
Somewhat support reducing levels of services and not raising taxes 32% N=213
Strongly support reducing levels of services and not raising taxes 20% N=134
Don't know 9% N=57
Total 100% N=659
Table 57: Frequency of Watching The Rockville Channel or Visiting the City Website in Last 12 Months

In the last 12 months, about how many times, if ever, Less than once a 1to3timesa Once a week or Don't

. Never Total
have you done the following? month month more know
Visited the City of Rockville's website
(www.Rockvillemd.gov) 34%  N=227 43% N=288 18% N=122 1% N=9 2% N=16 100% N=662
Watched Rockville Channel 11 65% N=429 24% N=158 6% N=40 2% N=15 2% N=14 100% & N=656
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If you used the City's website in the last 12 months, please rate the

following aspects. Circle the number that best represents your Excellent Good Fair Poor Don't know Total
opinion.*
Current information 18% N=77 59% N=246 11% N=45 1% N=3 11% N=45 100% @N=417
Appearance 15% N=63 54% N=226 18% N=75 5% N=19 8% N=35  100% N=417
Online services offered 14%  N=59 44% N=181 18% N=74 4% N=16 20% N=85 100% N=414
Ease of navigation 12% N=50  42% N=176 26% N=110 10% N=40 9% N=39 100% N=415
Search function 10% N=43 35% N=147 23% N=94  10% N=43 22% N=91 100% @N=418
*Asked only of those who said they had visited the website in the last 12 months.
Table 59: Ratings of Aspects of the City Cable Channel 11
If you \_Natched Rock.wlle Channel 11 in the last 12 months, please 'ra.te t:e Excellent Good Fair Poor Don't know Total
following aspects. Circle the number that best represents your opinion.
Variety of programming 7% N=14  34% N=72  29% N=62 8% N=16 23% N=50 100% @ N=215
Quality of information 11%  N=22  45% N=96 21% N=45 4% N=9 19% N=41 100% & N=214
*Asked only of those who said they had watched Channel 11 in the last 12 months.
Table 60: Use of Technology

In the last 12 months, about how many times, if ever, Less than once a 1to3timesa Once a week or Don't

L Never Total
have you done the following? month month more know
Used free wireless Internet (WiFi) at a City facility 76% @ N=514 13% N=89 5% N=33 2% N=11 4% N=26 100% @ N=673
Accessed the Internet using a mobile device (tablet,
smartphone, etc.) 43% @ N=286 7% N=49 6% N=41 41% N=275 2% N=15 100% N=665
Accessed the City's website using a mobile device (tablet,
smartphone, etc.) 77% @ N=510 15% N=98 3% N=21 2% N=13 3% N=21 100% N=663
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Please rate your preference for receiving information about the Rockville City government from Strongly Somewhat Not at all Total
each of the following City sources. prefer prefer prefer
Rockville Reports (the City's monthly newsletter) 53%  N=343 33% N=215 15% N=96 100% N=654
The Rockville Channel (Cable Channel 11 or Video On Demand) 11% N=67 29% N=183 61% N=386 100% N=636
City of Rockville's website (www.Rockvillemd.gov) 39%  N=247 39% N=247 = 22% N=143 ' 100% @ N=637
Public meetings 9% N=55 40% N=248 52% N=324 100% N=627
Printed materials (e.g. fliers, postcards, brochures) 33% N=214 41% N=262 26% N=168 100% N=643
Email notifications 36% N=230 35% N=224 29% N=186 100% @ N=640
A civic association/homeowner association newsletter or listserve 26% N=168 36% N=231 37% N=239 100% @ N=638
Social networking (e.g. Facebook, Twitter, etc.) 17% N=110 22% N=140 61% N=385 100% N=636
Table 62: Amount of Information About City Government Functions or Activities

When thinking about the amount of information you receive about each of the City of Rockville

. L . More than
government functions or activities listed below, do you feel you receive more than enough enough Enough Not enough Total
information, enough information or not enough information? &
Mayor and Council actions 7% N=47 65% N=409 28% N=177 100% N=634
Environmental initiatives 7% N=45 64% N=403 29% N=183 100% N=631
Special events 10% N=63  71% N=447 19% N=120 100% N=630
Recreation and Parks activities 9% N=56 74% N=474 17% N=109 100% N=638
Arts and cultural events 9% N=58 68% N=434 23% N=144 100% N=635
Future development in Rockville 6% N=38 56% N=356 38% N=239 100% N=633
City Construction projects (e.g. infrastructure, sidewalks, etc.) 6% N=38 60% N=376 34% N=216 100% N=631
Opportunities to participate in public processes 6% N=36 65% N=408 29% N=183 100% N=628
Boards and Commissions 6% N=40 67% N=417 27% N=167 100% N=624
Historic preservation 7% N=41  67% N=419 27% N=166 100% N=626
Public safety (e.g. neighborhood safety concerns, crime reports) 6% N=39 62% N=396 31% N=200 100% N=635
Volunteer opportunities 6% N=38 60% N=380 34% N=211 100% N=630
City of Rockville budget 4% N=28  64% N=403 31% N=196 100% N=627
Bike and pedestrian initiatives 8% N=51 59% N=374 33% N=208 100% N=633
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Table 63: Information Sources During Power Outages

How do you typically get information during power outages caused by storms? (Please check all that apply.) Percent of respondents* Count

On a mobile device (e.g. tablet/smartphone) 57% N=380
At a public facility (e.g. mall, community center, City Hall) 51% N=338
Radio 6% N=40
Word of mouth 5% N=34
I don't look for information 43% N=288
Other 13% N=86

*Total may exceed 100% as respondents could select more than one answer.

Table 64: Reasons People Don't Vote in Local Elections

Many people do not vote in the local elections
for Mayor and City Council. Please indicate the

extent to which you agree or disagree that each Slenely Agree Nelth(?r agree Disagree Sfrongly Don't know Total

. agree nor disagree disagree
of following reasons may be why people choose
not to vote in local elections.
Too busy/no time 13% N=83 ' 35% N=218 20% N=125 12% N=75 7% N=43  14% N=85 100% N=629
Just don't care about local politics 15% N=93  41% | N=260 17% N=105 11% N=70 4% N=23 12% N=78 100% N=629
Don't have enough information about the
candidates/issues 23% N=147 39% | N=246 15% N=96 10% N=62 3% N=18 10% N=66 = 100% N=634
Don't have a way to get to the polls 3% N=20 12% N=73 @ 20% N=127 33% N=208 17% N=109 14% N=91 100% N=628
Don't know whom to vote for 18% N=114 42% N=265 17% N=110 9% N=55 3% N=22 10% N=65 | 100% @ N=631
Feel their opinions don't matter 9% N=59 27% | N=172 25% N=158 18% N=116 8% N=48 12% N=76 100% N=629
Intimidated/overwhelmed by the process 3% N=22 14% N=85 @ 28% N=178 29% N=180 13% N=82 13% N=80 100% N=627

Local elections are not held with general elections 21% N=132  27% | N=174 19% N=123 10% N=64 5% N=29 18% N=112 100% N=635

Report of Results 83

A-88



Table 65: Additional Comments
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Do you have any additional comments or suggestions that you would like to make regarding the City of Rockville and/or the

City government's services and performance (attach a page if more space is needed)?
No comment made

Pedestrian problems or suggestions

Cost of living and/or tax rates

Parking issues, transportation, roads

Rockville is a great place/good services
Information/communication from City needed
Dissatisfaction with City employees/leaders/government
Traffic enforcement, congestion, lights/light timing
Additional or improvements to City services

Parks, recreation and youth programs

Other

Percent of ALL Number of
respondents* respondents
68% N=462
2% N=14
4% N=28
2% N=11
6% N=42
3% N=19
4% N=28
3% N=21
7% N=46
3% N=18
9% N=60

*Total may exceed 100% as respondents could select more than one answer.

Table 66: Respondent Length of Residency

How many years have you lived in Rockville? Percent of respondents Number of respondents

2 years or less 20% N=132
3 to 5years 19% N=130
6 to 10 years 17% N=116
11 to 20 years 19% N=126
21 years or more 25% N=166
Total 100% N=670

Table 67: Respondent Housing Unit Type

What best describes your home? Is it a... Percent of respondents Number of respondents

One family house detached from any other houses 49% N=331
A duplex or townhouse 8% N=54
A building with three or more apartments or condominiums 37% N=248
Other 6% N=39
Total 100% N=672
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Table 68: Respondent Rent or Own
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Do you rent or own your home? Percent of respondents

Number of respondents

Rent 41% N=270
Own 59% N=396
Total 100% N=666
Table 69: Respondent Monthly Housing Costs

About how much is your monthly housing cost for the place you live (including rent, mortgage payment, property tax, Percent of Number of

property insurance and homeowners' association (HOA) fees)? respondents respondents

Less than $599 per month 7% N=44
$600 to $999 per month 5% N=34
$1,000 to $1,499 per month 19% N=121
$1,500 to $2,499 per month 44% N=289
$2,500 to $2,999 per month 13% N=84
$3,000 or more per month 12% N=81
Total 100% N=653

Table 70: Internet Access

Do you have access to the Internet at home, work or school? Percent of respondents

Number of respondents

No 5% N=36
Yes 95% N=641
Total 100% N=677
Table 71: Household Television Services

Does your household subscribe to one of the following television services? No Yes Total

Cable television service 24% N=157 76% N=494 100% N=651
Satellite service 86% N=431 14% N=68 100% N=499
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Table 72: Bicycle Use

Do you or other household members use a bike for: No Yes Total

recreation or exercise 54% N=366 46% N=307 100% N=672
commuting to school 96% N=602 4% N=25 100% N=626
commuting to work 92% N=576 8% N=53 100% N=629
transportation for other kinds of trips 87% N=554 13% N=81 100% N=635

Table 73: Respondent Ethnicity

Are you Spanish/Hispanic/Latino? Percent of respondents Number of respondents

No 87% N=584
Yes 13% N=87
Total 100% N=671

Table 74: Respondent Race

What is your race? Percent of respondents* Number of respondents

American Indian or Alaskan native 1% N=8
Asian or Pacific Islander 23% N=157
Black or African American 5% N=36
White/Caucasian 66% N=437
Other 9% N=62

*Total may exceed 100% as respondents could select more than one answer.

Table 75: Do you speak a language other than English at home?

Do you speak a language other than English at home? Percent of respondents Number of respondents

No, English only 58% N=391

Yes 42% N=286

Total 100% N=677
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Table 76: Which language?

Which language? Percent of respondents* Number of respondents

Persian/Farsi 1% N=3
Vietnamese 1% N=4
Spanish 29% N=83
Russian 8% N=22
Chinese 23% N=65
Korean 5% N=15
Other 32% N=90
Total 100% N=282

*Asked only of respondents who said they speak a language other than English at home.

Table 77: How well do you speak English?

How well do you speak English? Percent of respondents* Number of respondents

Very well 64% N=181
Well 26% N=73
Not well 9% N=26
Not at all 1% N=3
Total 100% N=282

*Asked only of respondents who said they speak a language other than English at home.

Table 78: Respondent Gender

What is your sex? Percent of respondents Number of respondents

Male 47% N=314

Female 53% N=360

Total 100% N=674
Report of Results 87

A-92



Table 79: Respondent Age
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In which category is your age?

Percent of respondents

Number of respondents

18-24 years 3% N=22
25-34 years 25% N=165
35-44 years 18% N=121
45-54 years 20% N=132
55-64 years 14% N=93
65-74 years 12% N=77
75 years or older 9% N=61
Total 100% N=671
Table 80: Annual Household Income in 2011

What was your household's total annual income in 2011? Percent of respondents Number of respondents

Less than $25,000 8% N=48
$25,000 to $49,999 15% N=95
$50,000 to $99,999 29% N=185
$100,00 to $149,999 22% N=143
$150,000 to $199,999 15% N=97
$200,000 or more 11% N=67
Total 100% N=636

Table 81: Presence of Children age 12 or Under in Household

Do any children 12 or under live in your household? Percent of respondents Number of respondents

No 72% N=488
Yes 28% N=187
Total 100% N=676
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Table 82: Presence of Teenagers age 13 to 17 in Household

Do any teenagers aged between 13 and 17 live in your household?

No
Yes
Total

Percent of respondents

86%
14%
100%

Number of respondents
N=580
N=94
N=673

Table 83: Presence of Seniors age 60 or Older in Household

Are you or any other members of your household aged 60 or older?

No
Yes

Total

Percent of respondents

68%
32%
100%

Number of respondents
N=458
N=217
N=675

Table 84: Voting Behavior

Did you vote in the November 2011 City of Rockville Mayor and Council election?

No

Yes

Ineligible to vote
Don't know

Total

Percent of respondents
51%
36%
12%
2%
100%

Number of respondents
N=341
N=243
N=78
N=13
N=675

Table 85: Area of Residence

Which best describes where you live?

Percent of respondents

Number of respondents

Between Hungerford Drive/Rockville Pike (MD 355) and I-270 61% N=415
East of Rockville Pike (MD 355) 24% N=163
West of 1-270 15% N=104
Total 100% N=682
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Table 86: Language of Survey
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Percent of respondents

Number of respondents

English 98% N=669
Spanish 1% N=5
Russian 0% N=0
Vietnamese 0% N=0
Chinese 1% N=5
Korean 0% N=2
Total 100% N=682
90
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Appendix B: Survey Results by Location within Rockuville

The following pages contain breakdowns of the survey results by geographic location within Rockville. Where differences between
subgroups are statistically significant (p<0.05), they are shaded grey.

Table 87: Quality of Life by Geographic Location

Please rate your quality of life in Rockville. (Average rating on 100- East of Rockville Pike Between Hungerford Drive/Rockville Pike West of I- City
point scale (0=poor, 100=excellent)) (MD 355) (MD 355) and 1-270 270 overall
Overall, how would you describe the quality of life in the City of

Rockville? 73 77 79 76
How do you rate the overall quality of your neighborhood? 61 78 83 74
How do you rate Rockville as a place to raise children? 72 77 82 77
How do you rate Rockville as a place to retire? 52 59 56 57

Table 88: Ratings of Community Characteristics by Geographic Location

Please rate each of the following characteristics of Rockville. (Average East of Rockville Pike = Between Hungerford Drive/Rockville Pike = West of I- City
rating on 100-point scale (0=poor, 100=excellent)) (MD 355) (MD 355) and 1-270 270 overall
Sense of community 59 63 67 63
Overall appearance of Rockville 68 69 72 69
Opportunities to attend cultural or arts events 71 67 74 69
Openness and acceptance of the community toward people of diverse
backgrounds 67 74 78 73
Availability of affordable housing 38 37 38 37
Ease of travel in Rockville by bicycle 56 a7 60 51
Ease of travel in Rockville by walking 65 59 60 60
Ease of travel in Rockville by transit 70 66 61 66
Ease of travel in Rockville by car 65 65 64 65
Quality of new residential development 55 61 67 61
Quality of new commercial development 56 62 62 61
Drinking water quality 61 66 73 66
Rockville's natural environment 65 67 71 67
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Table 89: Ratings of Safety by Geographic Location

How safe do you feel... (Average rating on 100-point scale (0=very East of Rockville Pike Between Hungerford Drive/Rockville Pike (MD  West of I- City
unsafe, 100=very safe)) (MD 355) 355) and 1-270 270 overall
Crossing the street in Rockville 67 66 74 68
In your neighborhood during the day 79 85 88 84
In your neighborhood after dark 60 70 77 69
In business areas in Rockville during the day 78 82 85 81
In business areas in Rockville after dark 62 66 69 65

Table 90: City Employee Ratings by Geographic Location

What was your impression of City government employees in your most recent East of Rockville Between Hungerford Drive/Rockville West of City
contact?* (Average rating on 100-point scale (0=poor, 100=excellent)) Pike (MD 355) Pike (MD 355) and 1-270 1-270 overall
Knowledge 69 79 79 76
Courtesy 70 80 76 76
Responsiveness 70 77 78 75
Follow-up (got back to you or took action if needed) 60 72 72 68
Overall customer service 65 77 72 72

*Asked only of those respondents who reported having had contact with a City employee in the last 12 months.

Table 91: Ratings of City Services by Geographic Location

Please rate the quality of each of the following City of Rockville government East of Rockville Between Hungerford Drive/Rockville West of City
services. (Average rating on 100-point scale (0=poor, 100=excellent)) Pike (MD 355) Pike (MD 355) and 1-270 1-270 overall
Refuse collection 77 79 83 79
Recycling services 79 74 82 77
Yard waste collection 71 75 78 75
Leaf pick-up 68 70 72 70
Street repairs and maintenance 57 61 66 61
Snow and ice removal 61 66 71 65
Street sweeping 54 66 65 63
Adequacy of street lighting in your neighborhood 49 60 63 58
Street light maintenance 55 63 66 62
Street tree maintenance 55 63 56 60
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Please rate the quality of each of the following City of Rockville government East of Rockville Between Hungerford Drive/Rockville West of City
services. (Average rating on 100-point scale (0=poor, 100=excellent)) Pike (MD 355) Pike (MD 355) and 1-270 1-270 overall
Sidewalk maintenance 57 66 64 63
Water and sewer services 62 70 72 68
Building permit process 47 60 46 54
Providing planning and zoning information 53 58 59 57
Recreational programs 68 72 76 72
Recreation centers 72 71 77 72
Athletic fields (such as baseball/softball, soccer or football) 69 70 73 70
Playgrounds (tot lots) 71 74 73 73
Range of activities available in parks and recreation centers and facilities 64 69 74 68
City-sponsored special events 65 72 74 70
Appearance of City parks 70 74 74 73
Residential property maintenance code enforcement (conducted by the Community
Enhancement and Code Enforcement Division) 47 60 61 56
Commercial property maintenance code enforcement (conducted by the
Community Enhancement and Code Enforcement Division) 53 60 64 58
Enforcement of traffic laws by Rockville Police Department 54 62 64 60
Crime prevention efforts 53 65 65 62
Overall City of Rockville police services 59 69 70 67
Emergency preparedness (services that prepare the community for natural disasters
or other emergency situations) 54 62 66 61
Environmental protection and sustainability initiatives 59 64 66 63
Senior citizen programs and services 73 73 71 73
Services to youth (summer camps/playgrounds, after school programs, childcare,
teen activities, swim classes, sports, etc.) 78 70 76 73
The Rockville Channel (Cable Channel 11) programming 66 54 64 58
The City of Rockville's website (www.Rockvillemd.gov) 61 62 63 62
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East of Rockville Pike = Between Hungerford Drive/Rockville Pike = West of I- City
(MD 355) (MD 355) and 1-270 270 overall
Overall, how would you rate the quality of services in Rockville? (Average
rating on 100-point scale (O=poor, 100=excellent)) 66 71 72 70
Table 93: Public Trust Ratings by Geographic Location
Please rate to what exter:nt you agree o'r disagree with each of the following East of Rockville _ BetV\{een !-lungerford West of City
statements. (Average rating on 100-point scale (0=strongly disagree, 100=strongly . Drive/Rockville Pike (MD 355) and I-
Pike (MD 355) 1-270 overall
agree)) 270
| receive good value for the City of Rockville government taxes | pay 62 67 68 66
| am pleased with the overall direction that the City of Rockville government is taking 61 67 66 66
The City of Rockville government welcomes citizen involvement 64 72 77 70
The City of Rockville budgeting process is open and understandable to residents 62 64 67 64
The City of Rockville government listens to its residents 56 69 66 65
| am pleased with the overall performance of the City of Rockville Mayor and Council 59 67 64 65
Table 94: Effectiveness of City Recreation and Parks Department at Improving Health and Wellness by Geographic Location
X Between Hungerford .
East of Rockville . . . West of City
pike (MD 355) Drive/Rockville Pike (MD 355) 1-270 overall
and 1-270
How effective, if at all, are the programs, services and facilities provided by the City's
Recreation and Parks Department at improving the health and wellness of its users? (Average
rating on 100-point scale (0O=Not at all effective, 100=Very effective)) 67 69 65 68
Table 95: Level of Support for Tax Increase versus Reducing Service Levels by Geographic Location
City revenues have decreased, and may continue to decrease, due to declining property East of Between Hungerford .

. . . . . . . . . . West of City
values. As a result, the City may have to either raise taxes or reduce service levels. Which of Rockville Pike Drive/Rockville Pike (MD 355) 1-270 overall
the following options best indicates your preferences? (Please select only one.) (MD 355) and 1-270
Strongly or somewhat support increasing taxes 42% 44% 36% 42%
Strongly or somewhat support reducing levels of services 58% 56% 64% 58%
Total 100% 100% 100% 100%
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Table 96: Voting Behavior Ratings by Geographic Location

Many people do not vote in the local elections for Mayor and City Council. Please indicate the

E f Between Hungerfor Wi

O s s o ol e ot o Ty b Pt ol ool phe 0 o S,
100=strongly agree)) : ’ (MD 355) 355) and 1-270 270

Too busy/no time 60 60 61 60
Just don't care about local politics 66 64 66 65
Don't have enough information about the candidates/issues 74 69 65 69
Don't have a way to get to the polls 37 37 28 35
Don't know whom to vote for 69 67 68 67
Feel their opinions don't matter 59 52 51 53
Intimidated/overwhelmed by the process 46 39 36 40
Local elections are not held with general elections 64 66 63 65
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The following pages contain breakdowns of the survey results by demographic subgroups within Rockville. Where differences between
subgroups are statistically significant (p<0.05), they are shaded grey.

Table 97: Quality of Life Ratings by Demographic Subgroups

Length of residency Housing unit type Rent or own Household income
Please rate your quality of life -
in Rockville. (Average rating on 5 6 to cars Detached et $50,000 $100,000 $150,000 City
100-point scale (0=poor, years 20 B or single- Attached Rent Own $49,999 to to or m,ore overall
100=excellent)) orless  years more family ¢ $99,999 $149,999
Overall, how would you
describe the quality of life in the
City of Rockville? 75 77 77 77 75 74 78 72 78 77 81 76
How do you rate the overall
quality of your neighborhood? 75 75 73 74 74 73 75 70 76 75 78 74
How do you rate Rockville as a
place to raise children? 74 79 77 79 74 73 79 73 80 79 79 77
How do you rate Rockville as a
place to retire? 58 58 52 55 58 56 56 53 53 56 59 57
Table 98: Quality of Life Ratings by Demographic Subgroups
Age Gender Race Ethnicity
Please rate your quality of life in Rockville. (Average rating on 100- City
point scale (0O=poor, 100=excellent)) 18- 35- 55+ Male Female White Non- Non- Hispanic overall
34 54 white Hispanic
Overall, how would you describe the quality of life in the City of
Rockville? 72 77 78 74 78 78 75 76 79 76
How do you rate the overall quality of your neighborhood? 70 76 76 74 75 77 72 75 72 74
How do you rate Rockville as a place to raise children? 73 79 76 75 78 78 76 75 83 77
How do you rate Rockville as a place to retire? 53 55 60 54 59 57 57 55 64 57
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i Length of residency Housing unit type Rent or own Household income

Please rate each of the following

characteristics of Rockville. 5 6 to 21 Detached L . $50,000 $100,000 $150,000 City

(Average rating on 100-point years 20 y(;arrs single- Attached Rent Own :Z; tggagn to to or m’ore overall

scale (0=poor, 100=excellent)) orless  years more family ’ $99,999 $149,999

Sense of community 61 66 62 65 61 59 65 58 64 64 66 63

Overall appearance of Rockville 68 70 71 69 69 68 70 69 69 67 71 69

Opportunities to attend cultural

or arts events 64 72 72 72 66 63 73 63 69 68 76 69

Openness and acceptance of the

community toward people of

diverse backgrounds 71 75 72 73 72 71 74 70 73 73 75 73

Availability of affordable housing 36 39 38 39 36 35 39 33 34 41 41 37

Ease of travel in Rockville by

bicycle 45 55 54 53 48 48 53 44 50 59 52 51

Ease of travel in Rockville by

walking 57 63 64 63 58 57 63 57 58 63 66 60

Ease of travel in Rockville by

transit 65 70 65 67 66 65 68 65 64 71 68 66

Ease of travel in Rockville by car 65 68 62 65 64 65 65 66 64 69 63 65

Quality of new residential

development 60 63 58 58 63 61 61 56 59 67 63 61

Quality of new commercial

development 61 64 57 60 62 60 61 60 60 67 61 61

Drinking water quality 62 69 67 68 64 61 69 58 68 68 70 66

Rockville's natural environment 66 69 65 68 65 65 68 65 68 67 68 67
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Please rate each of the following characteristics of Rockville. (Average Age

rating on 100-point scale (0=poor, 100=excellent)) ;i' 3554' 55+
Sense of community 58 64 66
Overall appearance of Rockville 69 68 70
Opportunities to attend cultural or arts events 63 68 74
Openness and acceptance of the community toward people of diverse

backgrounds 70 73 74
Availability of affordable housing 33 38 41
Ease of travel in Rockville by bicycle 44 54 52
Ease of travel in Rockville by walking 57 60 64
Ease of travel in Rockville by transit 65 68 67
Ease of travel in Rockville by car 66 67 62
Quality of new residential development 56 63 62
Quality of new commercial development 60 64 59
Drinking water quality 58 68 70
Rockville's natural environment 65 68 68

Gender
Male Female
62 64
66 72
68 70
71 74
35 40
51 51
60 60
66 67
64 66
58 63
57 65
67 64
66 68

White

64
69
71

76
40
51
61
66
61
63
61
68
68

Race

Non-
white

63
70
66

67
34
50
59
67
71
59
61
62
65

Ethnicity
Non- Hispanic
Hispanic
62 67
69 72
69 72
72 74
37 39
51 51
59 66
66 71
64 72
61 63
60 69
65 68
66 71

City
overall
63
69
69

73
37
51
60
66
65
61
61
66
67
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Table 101: Safety Ratings by Demographic Subgroups
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Length of residency Housing unit type Rent or own Household income
How safe do you feel... !
(Average rating on 100-point Detached $50,000 $100,000 City
scale (O=very unsafe, 5 yfars Dzl years single- Attached Rent Own LSeZ!S) ;hgagn to to $150,000 overall
100=very safe)) riEs YEEs or family b $99,099 $149,099 or more
more
Crossing the street in
Rockville 67 69 66 68 67 67 68 68 64 67 70 68
In your neighborhood during
the day 86 85 80 83 85 85 83 87 83 84 85 84
In your neighborhood after
dark 70 70 67 68 70 69 69 66 70 72 72 69
In business areas in Rockville
during the day 85 81 77 81 82 83 81 85 81 81 81 81
In business areas in Rockville
after dark 69 66 61 64 67 67 65 68 66 68 64 65
Table 102: Ratings by Demographic Subgroups
Age Gender Race Ethnicity
How safe do you feel... (Average rating on 100-point scale (0O=very City
unsafe, 100=very safe)) 18- 35 oo, Male Female White Non- Non- Hispanic  overall
34 54 white Hispanic
Crossing the street in Rockville 68 65 70 67 68 67 68 67 72 68
In your neighborhood during the day 87 84 82 83 85 86 80 84 80 84
In your neighborhood after dark 66 71 69 70 68 72 65 69 68 69
In business areas in Rockville during the day 85 81 79 82 81 83 79 81 83 81
In business areas in Rockville after dark 68 67 61 67 64 67 64 65 67 65
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Table 103: City Employee Ratings by Demographic Subgroups

What was your impression of City Length of residency Housing unit type Rent or own Household income
sovemment ot s et | 2| Dotache e 000 SI00000 o Gy
rating on 100-point scale (0=poor, years 20 or smg!e- Attached Rent Own $49,099 to to or more overall
100=excellent)) orless years more family $99,999 $149,999
Knowledge 75 77 74 77 72 74 76 66 78 81 77 76
Courtesy 74 77 76 77 72 72 77 65 80 79 76 76
Responsiveness 75 74 75 77 71 70 76 65 79 77 78 75
Follow-up (got back to you or took
action if needed) 67 68 69 70 63 64 69 45 70 74 74 68
Overall customer service 73 72 71 74 69 69 73 59 76 76 75 72
*Asked only of those respondents who reported having had contact with a City employee in the last 12 months.
Table 104: City Employee Ratings by Demographic Subgroups
What was your impression of .City governmt.ent employees in your most Age Gender Race Ethnicity City
:rlt(e;(:)e=r:xt‘::c;:1|:an<:t'c)i)‘ (Average rating on 100-point scale (=poor, ;i 3; 55+ Male Female White v':;:::; Hi':::r-\ic Hispanic  overall
Knowledge 66 80 77 74 77 78 71 75 79 76
Courtesy 65 80 78 74 78 80 67 76 73 76
Responsiveness 65 78 77 74 76 78 68 75 76 75
Follow-up (got back to you or took action if needed) 45 72 72 65 71 73 60 67 76 68
Overall customer service 59 76 75 69 75 75 66 72 76 72
*Asked only of those respondents who reported having had contact with a City employee in the last 12 months.
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Table 105: Service Ratings by Demographic Subgroups

. Length of residency Housing unit type Rent or Household income
Please rate the quality of each of the own
following City of Rockville government 21 City
services. (Average rating on 100-point scale = sl years De.tached Less than $50,000 $100,000 $150,000 overall
(0=poor, 100=excellent)) years 20 o smg!e- Attached Rent Own $49,999 to to or more

orless years more family $99,999  $149,999

Refuse collection 76 79 84 83 74 74 82 76 71 83 84 79
Recycling services 72 78 82 84 68 67 82 70 70 81 83 77
Yard waste collection 70 75 78 77 69 70 77 69 70 74 80 75
Leaf pick-up 66 71 73 73 65 66 71 65 65 69 77 70
Street repairs and maintenance 57 64 63 63 58 57 63 56 56 62 68 61
Snow and ice removal 64 64 69 67 63 61 68 63 60 68 69 65
Street sweeping 65 63 60 61 65 65 62 65 60 61 64 63
Adequacy of street lighting in your
neighborhood 58 57 58 55 60 58 57 55 53 53 64 58
Street light maintenance 61 63 60 60 63 62 61 62 58 58 66 62
Street tree maintenance 60 60 60 58 62 60 60 64 56 60 57 60
Sidewalk maintenance 63 65 63 61 65 64 63 62 61 66 63 63
Water and sewer services 66 72 68 69 67 65 70 63 67 69 73 68
Building permit process 59 58 44 50 61 64 51 51 59 60 50 54
Providing planning and zoning information 57 60 53 56 59 59 56 57 61 54 56 57
Recreational programs 70 73 73 75 69 68 74 69 71 74 75 72
Recreation centers 70 73 76 76 68 68 75 70 67 73 78 72
Athletic fields (such as baseball/softball, soccer
or football) 67 71 75 72 68 64 74 64 71 74 74 70
Playgrounds (tot lots) 70 75 76 76 71 68 76 72 74 73 74 73
Range of activities available in parks and
recreation centers and facilities 66 69 72 71 66 63 72 66 66 71 73 68
City-sponsored special events 67 72 72 72 68 65 73 68 68 71 74 70
Appearance of City parks 73 74 72 73 73 71 74 74 71 73 74 73

Residential property maintenance code

enforcement (conducted by the Community

Enhancement and Code Enforcement Division) 60 61 46 51 63 60 54 56 55 56 56 56
Commercial property maintenance code

enforcement (conducted by the Community

Enhancement and Code Enforcement Division) 61 64 50 55 62 60 58 58 58 60 57 58
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Rent or

. Length of residency Housing unit type Household income

Please rate the quality of each of the own

following City of Rockville government 21 City
services. (Average rating on 100-point scale 5 6to years De.tached Less than $50,000 $100,000 $150,000 overall
(0=poor, 100=excellent)) years 20 o smg!e- Attached Rent Own $49,099 to to or more

orless years family ! $99,999 $149,999
more

Enforcement of traffic laws by Rockville Police

Department 60 62 59 59 62 59 61 57 59 63 63 60
Crime prevention efforts 62 65 59 60 64 63 62 62 60 61 66 62
Overall City of Rockville police services 66 70 64 67 66 65 68 63 63 70 70 67
Emergency preparedness (services that

prepare the community for natural disasters or

other emergency situations) 62 62 58 62 60 59 62 55 60 62 65 61
Environmental protection and sustainability

initiatives 64 64 60 62 63 62 64 62 63 64 64 63
Senior citizen programs and services 64 76 74 75 70 65 75 67 70 77 73 73
Services to youth (summer

camps/playgrounds, after school programs,

childcare, teen activities, swim classes, sports,

etc.) 70 77 73 77 68 66 77 72 67 78 75 73
The Rockville Channel (Cable Channel 11)

programming 52 60 63 63 53 50 63 53 51 62 61 58
The City of Rockville's website

(www.Rockvillemd.gov) 59 67 59 63 60 57 64 55 61 69 64 62
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Table 106: Service Ratings by Demographic Subgroups

Please rate the quality of each of the following City of Rockville government Age Gender Race Ethnicity City
services. (Average rating on 100-point scale (0=poor, 100=excellent)) e 55+ Male Female White No.n- .Non-. Hispanic overall
34 54 white Hispanic
Refuse collection 76 78 83 77 81 81 75 79 83 79
Recycling services 70 76 83 75 78 78 74 76 81 77
Yard waste collection 69 73 80 73 76 78 69 74 78 75
Leaf pick-up 65 67 76 67 72 72 66 69 78 70
Street repairs and maintenance 56 59 67 60 62 62 59 60 66 61
Snow and ice removal 63 64 68 63 67 67 63 65 68 65
Street sweeping 65 60 64 61 65 65 61 62 69 63
Adequacy of street lighting in your neighborhood 55 53 64 57 58 59 55 58 52 58
Street light maintenance 62 58 66 62 62 63 60 62 59 62
Street tree maintenance 64 58 58 58 61 59 61 59 69 60
Sidewalk maintenance 62 64 64 62 65 64 62 63 64 63
Water and sewer services 63 68 74 69 68 72 64 69 66 68
Building permit process 51 60 51 53 56 53 58 56 50 54
Providing planning and zoning information 57 57 56 57 57 57 59 56 65 57
Recreational programs 69 73 74 70 75 75 68 72 72 72
Recreation centers 70 70 78 68 76 76 68 73 72 72
Athletic fields (such as baseball/softball, soccer or football) 64 73 73 69 72 72 67 70 71 70
Playgrounds (tot lots) 72 73 74 72 75 76 69 73 74 73
Range of activities available in parks and recreation centers and facilities 66 68 71 67 70 72 64 69 65 68
City-sponsored special events 68 69 73 68 72 73 66 70 70 70
Appearance of City parks 74 72 73 72 74 75 69 72 76 73
Residential property maintenance code enforcement (conducted by the
Community Enhancement and Code Enforcement Division) 56 56 57 53 60 56 58 56 57 56
Commercial property maintenance code enforcement (conducted by the
Community Enhancement and Code Enforcement Division) 58 59 58 55 63 59 59 58 61 58
Enforcement of traffic laws by Rockville Police Department 57 61 62 58 62 61 60 59 70 60
Crime prevention efforts 62 60 65 62 63 65 59 62 68 62
Overall City of Rockville police services 63 67 69 65 69 69 64 66 73 67
Emergency preparedness (services that prepare the community for natural
disasters or other emergency situations) 55 61 64 61 60 60 61 60 61 61
Environmental protection and sustainability initiatives 62 63 64 61 65 63 64 62 68 63
Senior citizen programs and services 67 74 74 70 74 76 68 73 70 73
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. . . X Age Gender Race Ethnicity .

Please rate the quality of each of the following City of Rockville government 18 e N N City

services. (Average rating on 100-point scale (0=poor, 100=excellent)) - " 55+ Male Female White o.n- X on-' Hispanic overall

34 54 white Hispanic

Services to youth (summer camps/playgrounds, after school programs, childcare,

teen activities, swim classes, sports, etc.) 72 73 75 70 76 77 68 73 74 73

The Rockville Channel (Cable Channel 11) programming 53 58 62 57 60 59 59 58 59 58

The City of Rockville's website (www.Rockvillemd.gov) 55 65 64 60 64 63 60 62 60 62

Table 107: Overall Quality of City Services Rating by Demographic Subgroups
Length of residency Housing unit type Rent or own Household income

Overall, how would you rate the

quality of services in Rockville? 5 6 to 21 Detached 1 h $50,000 $100,000 $150,000 City

(Average rating on 100-point years 20 yiarrs single- Attached Rent Own ;:; tggagn to to r more overall

scale (0=poor, 100=excellent)) orless years more family ’ $99,999 $149,999

Overall, how would you rate the

quality of services in Rockville? 69 72 69 71 68 67 72 66 69 71 73 70

Table 108: Overall Quality of City Services Rating by Demographic Subgroups
Age Gender Race Ethnicity
Overall, how would you rate the quality of services in Rockville? City
(Average rating on 100-point scale (0=poor, 100=excellent)) 18- 35- 55+ Male Female White Non- Non- Hispanic  overall
34 54 white Hispanic

Overall, how would you rate the quality of services in Rockville? 66 70 72 68 71 72 67 70 73 70
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Please rate to what extent you agree or Length of residency Housing unit type Rir‘l;nor Household income
disagree with each of the following o Git
statements. (Average rating on 100-point 5 6 to Detached Less th $50,000  $100,000 $150,000 over‘zlall
scale (O=strongly disagree, 100=strongly years 20 HEELS single-  Attached Rent Own ::; ggagn ) to or m,ore
agree)) orless years family ’ $99,999  $149,999
more
| receive good value for the City of
Rockville government taxes | pay 65 67 66 67 65 64 67 61 66 68 70 66
| am pleased with the overall direction that
the City of Rockville government is taking 69 66 61 65 67 66 65 65 66 67 67 66
The City of Rockville government
welcomes citizen involvement 71 71 68 70 71 69 71 67 68 72 73 70
The City of Rockville budgeting process is
open and understandable to residents 64 63 66 65 62 61 65 62 59 66 67 64
The City of Rockville government listens to
its residents 67 64 62 63 66 67 64 65 60 67 66 65
| am pleased with the overall performance
of the City of Rockville Mayor and Council 66 65 62 63 67 66 64 65 64 63 66 65
Table 110: Public Trust Ratings by Demographic Subgroups
Please rate to what extent you agree or disagree with each of the Age Gender Race Ethnicity City
following statements. (Average rating on 100-point scale (0=strongly 18-  35- Non- Non-
. i i i overall
disagree, 100=strongly agree)) 34 54 55+ Male Female White white Teeria Hispanic
| receive good value for the City of Rockville government taxes | pay 61 67 70 65 67 68 63 66 66 66
| am pleased with the overall direction that the City of Rockville
government is taking 65 66 66 66 65 66 66 66 67 66
The City of Rockville government welcomes citizen involvement 67 70 73 70 70 71 71 70 70 70
The City of Rockville budgeting process is open and understandable to
residents 62 63 67 64 65 63 66 64 67 64
The City of Rockville government listens to its residents 65 64 66 63 67 66 64 65 63 65
| am pleased with the overall performance of the City of Rockville Mayor
and Council 65 63 67 64 66 66 64 65 65 65
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Table 111: Effectiveness of City Recreation and Parks Department at Improving Health and Wellness by Demographic Subgroups

Length of residency Housing unit type Rent or own Household income
yei s 6to y::rs Detached Less $50,000 $100,000 $150,000 City
20 single- Attached Rent Own than to to ! overall
or or . or more
years family $49,999 $99,999 $149,999

less more
How effective, if at all, are the
programs, services and facilities
provided by the City's Recreation and
Parks Department at improving the
health and wellness of its users?
(Average rating on 100-point scale
(0=Not at all effective, 100=Very
effective)) 65 67 73 68 68 67 69 59 67 73 74 68

Table 112: Effectiveness of City Recreation and Parks Department at Improving Health and Wellness by Demographic Subgroups

Age Gender Race Ethnicity .
18 35 N N City
- - on- on-
i i i overall

34 54 55+ Male Female White white FerErTi Hispanic
How effective, if at all, are the programs, services and facilities provided by
the City's Recreation and Parks Department at improving the health and
wellness of its users? (Average rating on 100-point scale (0O=Not at all
effective, 100=Very effective)) 59 70 72 67 68 70 66 67 73 68
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Table 113: Level of Support for Tax Increase versus Reducing Service Levels by Demographic Subgroups
City revenues have decreased, and Length of residency Housing unit type Rent or own Household income
may continue to decrease, due to
declining property values. As a result,
the City may have to either raise 5 6 to = Detached

Less $50,000  $100,000 $150,000 City
taxes or reduce service levels. Which = Y€@rS 20 VEELS single- Attached Rent Own than to to 4 overall
of the following options best CIr years (els family 449,999 $99,099 $149,099  °F™More
indicates your preferences? (Please less IS
select only one.)

Strongly or somewhat support

increasing taxes 40% 48% 38% 43% 42% 45% 40% 34% 46% 46% 44% 42%

Strongly or somewhat support

reducing levels of services 60% 52% 62% 57% 58% 55% 60% 66% 54% 54% 56% 58%

Total 100%  100% 100% 100% 100% 100% @ 100% 100% 100% 100% 100% 100%
Table 114: Level of Support for Tax Increase versus Reducing Service Levels by Demographic Subgroups

City revenues have decreased, and may continue to decrease, due to Age Gender Race Ethnicity

declining property values. As a result, the City may have to either raise City

taxes or reduce service levels. Which of the following options best 18- 35 55¢  Male Female White NO™ Lt Hispanic  overall

indicates your preferences? (Please select only one.) 34 54 white  Hispanic

Strongly or somewhat support increasing taxes 34% 46% 45% 40% 44% 46% 38% 43% 39% 42%

Strongly or somewhat support reducing levels of services 66% 54% 55% 60% 56% 54% 62% 57% 61% 58%

Total 100% 100% @ 100% @ 100% 100%  100% 100% 100% 100% 100%
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Table 115: Voting Behavior Ratings by Demographic Subgroups

L people. do not V?te in the.loczal elections for Length of residency Housing unit type Rent or Household income

Mayor and City Council. Please indicate the extent to own

which you agree or disagree that each of the Cit

foIIowi¥1g regsons may bge why people choose not to yesars yezalrs De'tached e $50,000  $100,000 $150,000 over‘;II

vote in local elections. (Average rating on 100-point or 20 or smg!e- Attached Rent Own  than to to or more

scale (0O=strongly disagree, 100=strongly agree)) less | Y™ | more family $49,999 $99,999  $149,999

Too busy/no time 61 61 58 61 60 60 60 61 62 63 58 60

Just don't care about local politics 65 61 70 66 64 65 65 63 67 63 67 65

Don't have enough information about the

candidates/issues 72 70 64 67 71 74 67 76 74 65 64 69

Don't have a way to get to the polls 37 35 34 30 41 40 32 38 36 31 34 35

Don't know whom to vote for 68 70 63 65 69 69 67 70 70 66 63 67

Feel their opinions don't matter 52 52 59 55 52 52 54 52 54 55 53 53

Intimidated/overwhelmed by the process 44 36 39 38 42 43 39 44 40 37 37 40

Local elections are not held with general elections 66 66 63 65 66 65 65 67 64 64 65 65

Table 116: Voting Behavior Ratings by Demographic Subgroups

Many people do not vote in the local elections for Mayor and City Council. Please Age Gender Race Ethnicity

indicate the extent to which you agree or disagree that each of the following reasons City

may be why people choose not to vote in local elections. (Average rating on 100- el s 55+ Male Female White No.n- .Non-. Hispanic overall

point scale (0O=strongly disagree, 100=strongly agree)) e white: JHispanic

Too busy/no time 61 63 57 57 63 60 61 60 64 60

Just don't care about local politics 63 65 67 64 66 67 62 65 66 65

Don't have enough information about the candidates/issues 76 70 63 66 72 67 72 68 75 69

Don't have a way to get to the polls 38 34 36 33 37 33 39 35 38 35

Don't know whom to vote for 70 68 64 64 70 67 68 67 72 67

Feel their opinions don't matter 52 55 54 52 55 52 55 53 55 53

Intimidated/overwhelmed by the process 44 39 37 37 43 38 44 39 46 40

Local elections are not held with general elections 67 64 65 62 68 67 61 64 70 65
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Appendix D: Verbatim Responses to Open-ended Survey
Questions

Following are verbatim responses to the open-ended question on the survey. Because these
responses were written by survey participants, they are presented here in verbatim form, including
any typographical, grammar or other mistakes. The responses are in alphabetical order.

Question 22: Do you have any additional comments or suggestions that you would like
to make regarding the City of Rockville and/or the City government's services and
performance (attach a page if more space is needed)?

¢ (1) Neighborhood/community a bit bigger-cited us for growing native plants that were "too tall". Worried.
(2) Make sure all departments know the needs. We're storing building materials are our driveway but it
disturb me/: Neighborhood dept. We checked wild public services. It's all.

¢ 1) How does the city benefit from all of the new development in terms of revenue? confuse funds be used to
support services education. 2) I love the city's recreation actives. 3) My local coordinater rocio was helpful
to be done to prevent this 2 4) It seems like Rockville often loses power.

¢ 1) The water services are too high priced. 2)Lincoln park area/lincoln st. Needs more police presence at
night and be watchful of teenagers creating mischief.

¢ 1. Provide daily email digest of activities-such as road repair etc, in Rockville. 2. Street light maintenance
(twin brook) is very poor. Peoples doesn't listen. You must pressure! 3. Drastically improve your website.
Do a web audit, you'll know what's wrong with it! (search function is outdated. Difficult to navigate.

¢ A great place to live

¢ Are there any republicans in MD? Why don't persons over 70 serve on a jury? Why dose many citizens have
a sense of entitlement. Why are so many people over weight or obese?

¢ Betta mosquito prevention & control at storm drainage facility in potomac woods park!

¢ Better enforcement of how many people live in one house. And Appearance of their homes lawn or
appearance.

¢ Better policing/enforcement of traffic laws to protect pedestrians. Walking in the cross walks, specially at
shady Grove metro entrance along 355 & kings farm blvd

¢ Building more rental apartment buildings only invites more transients who have no state in city is future It
is foolish & short - sighted.

¢ Can non-Americans (ie. Green land) vote in elections?

¢ Can you do any thing about having so many guns on the street?

¢ Change of polling place when there is no mass transit to it and it is a religious school. (Another reason any
people will not want to vote-polling place is objectionable.

¢ City elections should be held over several days to include weekends.

¢ City employer should be accountable in the decisions they make (i.e. Building execute that prove to be
inappropriate)

¢ City government needs to bring more business and jobs to Rockville.

¢ City needs to improve services for leaf plant debts collection also, twice the city dug. Up outside may yard
dumped need, introducing crab grass an expensive process to remove.

¢ City pool center need updating. Public housing not spread evenly across city.

¢ City reactive maintenance of street lighting is good big-city should practically identify street lights that are
of insted of waiting call.

¢ College gardens park is gorgeous & maintained. City forester is very responsive & knowledgeable. Thank
you!

¢ Comments made attachment

¢ Concerns: Traffic & speeding on residential roads, school over crowding (need another es!), cost of refuse, a
water bills. Over development is a major problem contributing to the above. Positives: Staff responsiveness
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via website, email is outstanding, city rec guide, town center (Now need to finish development north of
Beall)

¢ Consider allowing residents to vote on line

¢ Deer are taking over-have seen as many as 7 in nearby vacant a lot mother & 3 young took up yard not only
eat down garden, but are necessary host for tick that carries lymes disease & found 2 of the ticks on me past
summer. They are they, easy to miss.

¢ Determine salient information & make that known to residents in multiple ways.

¢ Don't raise taxes!

¢ Eliminate the traffic cameras - right on red, speeding - open more chain restaurants. Have a sister city in
poland. Build a Wal-Mart stop building all these small shops (i.e. Town sqaure)

¢ Encourage businesses to connect with locals, make life/cost of living more affordable for people with
average incomes.

¢ Especially near schools warry about traffic on beat people running stop signs need more cameras at stop
signs

¢ Follow a budget, don't tax and spend. Cut unnecessary expenditures (e.g. Arts / cocktail) during tough fiscal
times.

¢ Get better & safer crossing plans for crossing Rockville Pike by king form entrances.

¢ Getrid of cct in king farms, allow others use of foot ball field @ stepanik park

¢ Getrid of speed or red light cameras at all locations except public schools too much!

¢ Great city ; have enjoyous living here. World approciate if some info was easier to obtain (see Q19 above) I
do vote in ave local elections but use traffic of decisions actions that have been made by mayor & council

¢ Great city, but housing is very expensive I don't want to move but I'm going too have to do so!

¢ Great customer service-I've had the opportunity to work with the neighborhood resources office, ms.
Snowdy was especially helpful and nice.

¢ Great parks it's really the best part of this area. I love the fountain at Rockville town square (for my child)

¢ Great place to live. I love it!!

¢ Greater safety needed in residential areas

¢ Harley & boulder crest is a "calming" circle, drivers on harley do not yield ! it is unsafe to turn onto any
street.

¢ Honestly, a have no idea who our local government is-nothing is sent out to me. Sorry!

¢ [ always vote in Rockville elections & I like living here. I moved here in 1970 & live in a condo & don't spend
much time in stores or using Rockville the services the senior enter.

¢ I am a new homeowner in Rockville (2011) & would have appreciated a " Welcome to Rockville" packet of
into on services etc. Many things came addressed to former owners & I had do a lot. Research n self.

¢ I am very upset about the trees the city plants in front of our homes! They are trees that get may too big &
grow around powerlines of keep needed sunlight out of my home & greenery! In addition when storms
come branches break & threaten our home. (1)There are trees available that don't get big. (2)I dont want a
tree out"-" do [ have to have it!

¢ [ apologize for my answers - you may not wish to include them in your data-because | am unusually
uniformed due to my multiple disabilities and illness, I rarely leave my apt

¢ I believe that no gov should have the power to deny a paying citizen the right to use the facilities and
participate in its govt.

¢ I believe the city is very committed toward citizen involment and providing excellent services; but there is
still a disconnect between a majority of city residents and the city government. This is part apathy but is
also a matter of (continue bugle).

¢ [ dealt with the more division where was courteous, helpful courteous, efficient knowledgable

¢ [ don't feel that contractors for home improvement need special Rockville licenses. A montgomery city
license is enough.

¢ 1 enjoy living in the city of Rockville. I have lived here for 60yrs!

¢ I enjoy rockille town square the most. Rt 355 has some good shops, congress, plaza & trader jobs.

¢ I fear for my life crossing the street in marked pedestrian crosswalks, especially when [ have a walk light.
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¢ [ have only lived in Rockville for /year. I live in the town center so do not use a lot of the services. I do think
the city is spending an extra ordinary amount of money on lighting in town center. The all-night lighting
does not take town center resident into account.

¢ [ have only lived in Rockville for appox 10 yrs & most of my time here. I was occupied taking care of spouse.
- No time to get very involved. I do feel very safe & comfortable here. Neighborhood assoc. Provides good
information re: important news.

¢ [ have only lived in Rockville for three months, but am happy with my experience thus far

¢ I have reported the crosswalk at congressal lane between e. Jefferson & Rockville pike. Reported 3 times
and lights are still not fixed. Very ngerous

¢ I have still a neighbor harassed my family threw the City inspector. They would call about anything & city
people would keep on bothering my family even though they know neighbor isn't mentally fit.

¢ I hope I can have more information about the candidates/issues.

¢ I like the city of Rockville news paper i always read it. I vote for local city council & mayor and set a lot of
information

¢ I live at ingleside @ kingfarm and I'm not sure this amount for me, also, i'm fairly new to iky, surroundings

¢ I live for 32 years in this area forever filling safe with my family, because I am close at bad community, you
know?

¢ I live in a condo near town center and enjoy the area and the difficulty and choice. I do not like the amount
of noise from teenagers and etc. And excessive loitering.

¢ Ilove Rockville

¢ Ilove Rockville

¢ I noticed that some food items sell in Rockville some times expired or no expiry date at all. Pls. Take action
for that.

¢ I really enjoy my community garden plot at wooltons mills park.

¢ I usually find that it's unsafe to cross the street. Some cars/vehicles just don't like pedestrians

¢ I was late paying a water & sewer bill by only a few days and felt the fine was too quickly levied. I had to
wait a long time on the phone before speaking to an one at Rockville water & sewer about it.

¢ I would have prepared that the construction efforts had been a month earlier, Do that they would not have
collide with the real collection. I also left the quality of the construction was lacking.

¢ [ would like to see more plastic/glass/metal recycling containers, more places to dispose of batteries of all
kinds, more frequent collection of trash and of the recycled materials.

¢ If you want more responses to a survey, 150 svs questions so sure way to get low response shorten the
survey

¢ Improve the look of hungeford drive & 355 stores between shady grove road & wooton pky/ norbeck it is
an eyestore/ugly

¢ Increase the options for childrens activities during the year, and especially in winter.

¢ Itis a sad state of affairs that city of Rockville has to install R R turn on red camera at intersection of gude &
gaither just to raise revenue see enclosed letter printed in Rockville gazette dated nov. 14th

¢ It is expensive to live in the city of Rockville, we spend a great deal of time working to cover expenses and
do not have the luxury of utilizing what the city has to offer.

¢ It would be great to have a one-stop shop (online or other) for volunteer opportunities (gov't & other) or if
one exists, make it more visible ! This would be great for community building in Rockville.

¢ It would be great to have an easy way for reporting city related issues on the website.

¢ I've lived here for three years and I love this place. We exactly the know of neighborhood live dreamed of
living in. It's very safe and clean, with lots of parks and activities

¢ Keep a good work

¢ Keep employee costs under control. We will get to the point we spend everything on salary, benefits, and
retirement!

¢ Keep up the good work

¢ Keep up the good work! We love it here.

¢ Less development! more parks & green space! Rockville has lost it's sense of comunity. The town center is
pathetic!
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¢ Lighting repairs/replacement on pedestrian bridge from Rockville metro to town center land overdue.
Improved (upgrades) lighting on pedestrian path from bridge (by st building) to regal theather shifts
requested potential crime site after dark?

¢ Likey & love to live in city of Rockville.

¢ Link city events in town square to town square's web site-we stumbled on some events even though we
subscribe to town square event emails

¢ Living in a retirement home, the ring house has obstructed from recieving literature. On the works of
Rockville.

¢ Louise Atkins, assistant to the mayor, forced PEPCO to repair lines so our neighborhood was not a victim of
past poor PEPCO power service.

¢ Make a short synopsis of monthly issues being discussed by mayor & council, ongoing projects, projects in
planning, items /events of note on website (a list really you could quickly scan by eye). Then one could look
for more detail on any items of particular interest to the individual.

¢ Make water bill less expensive.

¢ Make your surveys shorter

¢ Many Japanese people live in Rockville. I hope public libraries have picture books written in both English
and Japanese. Of course, we love Rockville very much Thanks.

¢ Many people take leaves on the weekend following their scheduled pick-up friday. Change from m-f to tues-
m or other mid-week

¢ Many sidewalks have low hanging branches that need trimming; we bike and run a lot and night time street
lighting is poor. Better, brighter lighting through college gardens and woodley needed. The swim center
needs an upgrade - it's a naturely ranked club with great coaching, but the facilities need an upgrade.

¢ More bike accessible, we love Rockville but will be moving soon because of employment, invest in public
schools/programs.

¢ More concerts & show's when the weather is nice.

¢ More dog parks

¢ More housing for low income & disabled citizens. Lot a continuing care retirement community ( I facility -
indep assisted nursing) p.s excollent survey. Well designed.

¢ More money to libraries, less to stupid brick sidewalks.

¢ More street rights on edmonston between Rockville pike and veirs mill rd. Find liquor bottles on edmoniton
& our property several times a week. Thanks for asking.

¢ Most of my friends and neighbors are happy in the city and pleased with city services so they do not follow
M&C until something drastic takes places that they don't like.

¢ Need is supervise developments in the city. You have apartments 50 years old full of mold. And the
insulation is very bad.

¢ Needs overall improvement and needs more transparency in the system and with public

¢ No

¢ No

¢ No

¢ No

¢ No, all is overall good.

¢ No more taxes

¢ No of comments

¢ No one tells you any of this when you make have you act live you are doing a great job of communicating,
but a lot of this is new to we - so your communication is not good

¢ None

¢ None

¢ None

¢ Not enough information given of out!

¢ Not i dont have nothing else to say about thank you

¢ On W. Montgomery avenue, cars too often illegally merge into the single-lane (after passing the traffic
light@ nelson & 28 towards the east). These cars are supposed to turn right into Adclare road but don't. I
live near here and have to slam and m brakes so many times. ['ve seen accidents too.
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¢ Our street has very poor lighting. We installed a lamp post and it helps our whole street, but i still feel that
it is a very dark street.

¢ Park and recreations, special events i feel is one thing that sets our city appart from other cities, with the
outstanding programs. Offered and the staff the run these programs. Citizen of Rockville for 40 years &
Thanks

¢ Parking at city center should be no charge!! Too much policing is geared to revenue generation parking,
traffic tickets

¢ Pay for parking is a mistake

¢ Pedestrian crossing at rte 355 & redland blvd as well as rte 355 & kingfarm blvd is very hard. Good lighting
at these crossing is required. Cars turning right at these crossings don't take much precaution about
pedestrians.

¢ People speed on e. Middle In. That combined with traffic from regal theater, makes it a dangerous place to
drive and walk other than that, Rockville is a very nice place to live.

¢ Please build on the "ghost town" lot just north of Rockville center. It is an eye sore, and be a great addition
/extension of the town center, thanks!

¢ Please consider adding a left turn signal at the intersection of darnestown rd/28th and wootton parkway.

¢ Please do not build new housing complexes along 355 or twinbrook. Our elementary school is over
populated and it's difficult to get families (sfh) to move here with high farm rates.

¢ Please have the trash men come after 7:00 am they normally come before them.

¢ Please increase the amount of work force housing.

¢ Please reduce the speed limit from /40 miles /hour to 35 miles/hour/on damstown rd between shady
grove rd and w. Montgomery ave (Rte 28).The speed limit is too high in these residential neighborhoods. In
case that could not been done, Please install a traffic lights in the intersection of damestown rd and windy
knoll dr (orct) thank you!

¢ Pls see attached comments

¢ Police are too aggressive with parking tickets. Attitude hurts commerce in town center & city locations.

¢ Prefer fewer services & less taxes = smaller govt. Will pay for recreaction classes.

¢ Proud to live a Rockville and appropriate the work of elected leaders & staff ! phere's form in the web site &
facilities need by Rockillians of all backgrounds.

¢ Public snow ice & snow removal of side walks of major streets better street cleaning.

¢ Quality of life in Rockville is poor due to unchecked developments, traffic, High taxes, and town center

¢ Reducer 09 eliminate parking fees

¢ Refuse bills are very high

¢ Regarding question #21-we have always bold!

¢ Residents in Rockville pay more taxes than other states due to paper bag tax. In the sense, I support not
raising taxes in the upcoming year.

¢ Retirees at 65 and 72 yrs.

¢ Rockville attorney has not been responsive & does not seem to care about citizen questions & concerns.

¢ Rockville is a wonderful place to live. Low crime, excellent schools, diverse communities, good services.
Taxes are high within the city / west end. Try not to increase further.

¢ Romano construction contractor for sidewalk replacement doing an excellent job. They are very productive.

¢ See attached page

¢ Sidewalk repair is almost too good, slightest crack seem to call for repair. Could save a little many by small
cracks. New exercise room at Sr. Center is very nice, but has extremely noisy HVAC system.

¢ Slow down growth traffic already getting bad

¢ Some control or limit on apartment rest increases would be good-

¢ Some flowers put in poor choice of space - e.g. A small island on a fast moving road. Newsletter too big-
repetitious, Slow permit and inspection success Newsletter costly. Be by subscription only

¢ Stop being so socialist govt doesnt know best all the time.

¢ Store drains in the back of my house are not maintained/or well positioned. I lived in Bethesda for 20 years
and felt that services were adequate, | don't see the value added for what & pay in taxes in Rockville.
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¢ Streamline public safety corrections, glenmore terrace need a "children in area" sign near bridge entrance.
City says we need to get association appoint non sense. A child will be killed or injured with all this red
tape. Esest the sin. Act now!!!

¢ Street pavement repair should be reviewed. In many cases they seem to be over done.

¢ Suggest that recycling gets collected separately and not Commingled.

¢ Term limits for mayor & council should be extended.

¢ Thank you for giving me this opportunity to express my opinion and providing safe and clean Rockville. we
love to live in Rockville

¢ The animal official does not quralify for her job

¢ The city of Rockville and the government's services need - spanish speaking employees: including police,
administrators, receptionists, etc. Thanks

¢ The city should send police patrols around my neighbor hood more often so what its unsafe and i get stuff
stolen all the time.

¢ The police are rude. Tree service killed out two trees after per pruning. Trash service is good, heavier it
took several tries to get a canch reward. Street contracters are terrible, incompetant, and need to learn have
to operate their vehicles.

¢ The public parking situation in town square is a problems. Having to pay for parking discourages people
young the stores drive at up already and make the parking free and easy!

¢ The range of activities in parks & recreation centers have enough activities for everyone except teens ages
13-18.

¢ The survey is way too long & tedious.

¢ There is a big differance between inviting citizens to be "involved" or " listening" to them and truly being
responsive to them and taking their desires/needs seriously. We are invited to weigh in
issues/development & then watch developers at their is., Time it seems!

¢ There is a serious over regulation regarding trees & other forestry issues which is burdensome to
Rockville's business environment. This is based on my experience as a business owner, not as a resident.

¢ There is no parking at the new police station and the court house.

¢ There needs to be more oversight by the city of construction projects. It appears the noise levels and timing
are not adhered to (starting center than allowed and running later) also, many construction sights are
dangerous for pedistigns passing by additional too much OCH construction in the town center!

¢ There some street paving repairs that were done poorly and continues to get worse as the years go by dont
buy housing for the poor.

¢ They are very slow in giving bulding permits or inspecting work so our building here can proceed NL home
has waited six months for inspection work for our club house.

¢ They only have one neighborhood services officer to deal w/stray cats & dogs. This is totally insufficient.
There are alot of stray dogs and cats wandering around the streets that need to be taken to the shelter to be
fed for adoption if necessary. It is very frustrations to call and nobody shows up for hours to help!!!

¢ This is a joke! how many people will make additional comments I will be one! (see attached)

¢ Too many needless services and insufficient attention to controlling costs!

¢ Too much money spent on translation and services to foreign retirements & minorities

¢ Traffic is absolutely terrible here. There is fare too much congestion and the driving habits here are the
worst of any place i have lived. Commuting by bicycle is extremely dangerous, so I chose not to do it.

¢ Very Impressed with the mayor

¢ Vote via email

¢ Voting by mail or online preferred.

¢ Wake of $ the bike/walkway recently built at hurley ave over 1-270 is hardly used ( too expensive for a very
very few who use it)

¢ Water & sewer bill too high! [ used to pay 1/3 to 1/4 of what [ pay now in Germantown. In Rck, We also pay
more in taxes.

¢ Water has been cut off to my house twice because a neighbor didn't pay their bill; workers didn't care &
wouldnt come back until next day. Ridiculous! They need to care more.
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¢ Way too many speed traps on Red land road. At least way too expensive. If I go 42 in a 30mph, I think a $40
fine is extremely unfair. I understand there purpose, but a $10-$20 fine would perhaps to more
appropriate.

¢ Wayne knoll is great. I called about an issue and he was fantastic! go Rockville.

¢ We are 80 + yrs old and believe that these concerus should be addresse by younger residents

¢ We are unaware of city elections or many services or activities outside the recreation services

¢ We are very displeased at the age & overcrowding of beall elementary. We do not feel the mayor & council
have represented beall/college gardens over crowding to mont. Co. In a productive manner.

¢ We have hrd opportunities to work with the police mediator services, community services Inspector
rescues human resources and have been very pleased with the assistance provided.

¢ We live in king farm, lock our bikes security and have gotten three bikes stolen.

¢ We love it hope and hope to remain here for along time coming

¢ We love Rockville & all that it has to after. Thank you for making it a great city to live!

¢ We own a home, but are not residents of MD, consequently we do not vote here

¢ We remember rase kamehameha she was mayar. She always appeared at different & feriction & was very
friendly. She was a good mayor.

¢ We truly love living here.

¢ We wish the city would not tear down bridges unless they honor their promise to rebuild them within the
year. Specificaly the pedestrian bridge from stone effect to st. Mary's to over a year overdue.

¢ We would like the gate to montgomery, college at the one of princoton opened.

¢ Welsh park is a bit scary at night - lots of teenagers there & they leave lots of trash & broken glass & graffite
at times all over. [ wish it was better control led. We live close to the park.

¢ What you mean by hispanic, spanish, or latino?

¢ When it comes to the question of managing the budget, are we really spending money wisely? Why do we
say." house prices are in decline"”, when they are not?. I'd like to view the goals of each program, and
metrics that support its success.

¢ When project are planned and implemented the local community should be taken informed

¢ When Rockville designed the attachment to the current court house district court house brains were absent
when thinking about the curval windows bakery people & throwing away a 100,000 q/u apart because a
building do forget to take these users where as a result will think twice about operations a thinker process

¢ Why did you send 2 copies of this survey? waste of money.

¢ Why the water bill late free so high? Why use unreliable email and on line to pay water bill?

¢ Work on cando problems in MD or Rockville new legislation

¢ Would like maximum effort to lower taxes without decreasing services i.e. More efficiency!

¢ Would like to see more small parkes in places that are slated for commercial development ie lot at corner of
edmonston and 355

¢ Would like to see the city provide greater support to RVFD. Keep walmart out of Rockville / off Rockville
pike. Bring wegman's to Rockville!

¢ Would love to have more shops (Not restaurants) in town center. A strosneiders, perhaps?

¢ Wtop radio has all the news

¢ Yes

¢ Yes ! your police (mcp) them are bigoted, shady, uninterested in citizens affairs & can be purchased with
filthy lucrs for a compromiss, and rob citizens of their rights

¢ Yes i hate your new disgusting red crusade looking cross logo & where i live. I can not charge the logo.
Ractice on religion or display any religious symbols, but christians can & do.

¢ You need too add a traffic light at the intersection of Rockville pike & Talbott st

¢ Your trash & recycling people one always friendly and responsive.

¢ Zoning regulation use unfair to elderly and single women. In east Rockville if you are not hispanic-you are
discriminated against.
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Appendix E: Survey Methodology

Survey Instrument Development

General citizen surveys, such as this one, ask recipients their perspectives about the quality of life in
the city, their use of City amenities, their opinion on policy issues facing the City and their
assessment of City service delivery. The 2012 Rockville Citizen Survey was the seventh iteration
since the survey was first conducted in 2001. To preserve trends over time, the 2010 survey served
as the foundation for the 2012 citizen survey instrument. Questions that asked about topics found
to be less salient in 2012 were eliminated and a list of topics for new questions was generated. New
questions were created, all questions were prioritized and an optimal composition of topics and
questions were selected to be included on the final survey. Through this iterative process between
City staff and NRC staff, a final five-page questionnaire was created.

Selecting Survey Recipients

“Sampling” refers to the method by which survey recipients are chosen. The “sample” refers to all
those who were given a chance to participate in the survey. All households located in the city
boundaries were eligible for the survey. Because local governments generally do not have inclusive
lists of all the residences in the jurisdiction (tax assessor and utility billing databases often omit
rental units), lists from the United States Postal Service (USPS), updated every three months,
usually provide the best representation of all households in a specific geographic location. NRC
used the USPS data to select the sample of households.

A larger list than needed was sampled so that a process referred to as “geocoding” could be used to
eliminate addresses from the list that were outside the study boundaries. Geocoding is a
computerized process in which addresses are compared to electronically mapped boundaries and
coded as inside or outside desired boundaries. All addresses determined to be outside the city
boundaries were eliminated from the sample. A random selection was made of the remaining
addresses to create a final list of 2,000 addresses, each identified as being within one of three
geographic areas (East of Rockville Pike (MD 355), Between Hungerford Drive/Rockville Pike (MD
355) and I-270 or West of I-270).

Attached units were over sampled as residents of this type of housing typically respond at lower
rates to surveys than do those in detached housing units.

An individual within each household was randomly selected to complete the survey using the
birthday method. The birthday method selects a person within the household by asking the “person
whose birthday has most recently passed” to complete the questionnaire. The underlying
assumption in this method is that day of birth has no relationship to the way people respond to
surveys. This instruction was contained in the cover letter accompanying the questionnaire.

Survey Administration and Response

Households received the four mailings in starting in November of 2012. The first was a postcard,
signed by the Mayor, notifying them they had been selected to participate in the Rockville Citizen
Survey. About a week later a survey was mailed with a cover letter signed by the Mayor, a five-page
questionnaire and a postage-paid envelope. Approximately one week after the first survey was
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mailed, a second survey was mailed, with a cover letter asking those who had not yet participated
to do so, while informing those who had already completed the survey not to do so again. A
reminder postcard, also signed by the Mayor, was mailed to residents a week after the second
survey.

About 4% of the postcards were returned as undeliverable because the housing unit was vacant or
the postal service was unable to deliver the survey as addressed. Of the 1,913 households that
received the survey, 682 respondents completed the survey, providing a response rate of 36%.

Reaching Non-English Speaking Residents

The cover letter and survey were mailed to residents in English. However, the cover letter included
a sidebar with a paragraph in five languages (Spanish, Chinese, Vietnamese, Korean and Russian)
that described the contents of the packet, and provided a phone number to call if the resident
wanted to receive the survey in another language, or get assistance in completing the survey.

Translation services were subcontracted by the City of Rockville. A call center was available during
the day to take calls from non-English speaking residents and a voice mail box was created for each
of the five languages to receive calls after hours. In total, 39 calls were received and 31 translated
surveys sent to these residents. Four requested additional help by phone to complete the translated
surveys. The table below displays all the contacts made by language.

Table 117: Multicultural Community Outreach Results

Spanish Chinese Russian Korean Viethamese Total
Total number of calls 13 16 0 7 3 39
Requests for surveys 8 14 0 7 2 31
Surveys sent 8 14 0 7 2 31
Requests for assistance by phone 1 3 0 0 0 4
Completed surveys returned 4 5 0 2 1 12

Confidence Interval and Margin of Error

[t is customary to describe the precision of estimates made from surveys by a “level of confidence”
and accompanying “confidence interval” (or margin of error). A traditional level of confidence, and
the one used for this report, is 95%. The 95% confidence interval quantifies the sampling error or
imprecision of the survey results because some residents’ opinions are relied on to estimate all
residents’ opinions. The confidence interval for the City of Rockville 2012 Citizen Survey is
generally no greater than plus or minus four percentage points around any given percent and two
points around any given rating on the 100-point scale for all survey respondents (682).

A 95% confidence interval indicates that for every 100 random samples of this many residents, 95
of the confidence intervals created will include the “true” population response. This theory is
applied in practice to mean that the “true” perspective of the target population lies within the
confidence interval created for a single survey. For example, if 72% of residents rate a service as
“excellent” or “good,” then the 4% margin of error (for the 95% confidence interval) indicates that
the range of likely responses for the entire jurisdiction is between 68% and 76%. This source of
error is called sampling error. In addition to sampling error, other sources of error may affect any
survey, including the non-response of residents with opinions different from survey responders.
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The margin of error increases for subgroups of responses (e.g., gender or age) because the number
of respondents within the subgroup is smaller. For subgroups of approximately 100 respondents,
the margin of error is plus or minus 10 percentage points. The margin of error also is larger for
comparisons between survey years.

Survey Processing (Data Entry)

Mailed surveys were submitted via postage-paid business reply envelopes. Once received, staff
assigned a unique identification number to each questionnaire. Additionally, each survey was
reviewed and “cleaned” as necessary. For example, a question may have asked a respondent to pick
two items out of a list of five, but the respondent checked three; staff would choose randomly two
of the three selected items to be coded in the dataset.

Once all surveys were assigned a unique identification number, they were entered into an
electronic dataset. This dataset was subject to a data entry protocol of “key and verify,” in which
survey data were entered twice into an electronic dataset and then compared. Discrepancies were
evaluated against the original survey form and corrected. Range checks as well as other forms of
quality control were also performed.

Weighting the Data

The demographic characteristics of the survey respondents were compared to those found in the
American Community Survey (ACS) and Census estimates for adults in the city. Survey results were
weighted using the population norms to reflect the appropriate percent of those residents in the
city. Other discrepancies between the whole population and the survey respondents were also
aided by the weighting due to the intercorrelation of many socioeconomic characteristics.

The variables used for weighting were respondent gender, age, tenure (rent versus own), housing
unit type (attached versus detached) and ethnicity (Hispanic versus non-Hispanic). This decision
was based on:

¢ The disparity between the survey respondent characteristics and the population norms for
these variables

The saliency of these variables in differences of opinion among subgroups

The historical profile created and the desirability of consistently representing different
groups over the years

The primary objective of weighting survey data is to make the survey respondents reflective of the
larger population of the community. This is done by: 1) reviewing the survey respondent
demographics and comparing them to the population norms from the most recent Census or other
sources and 2) comparing the responses to different questions for demographic subgroups. The
percentage of residents with demographic characteristics that are least similar to the percentages
in the Census and the demographic categories of residents whose opinions are most different from
each other are the best candidates for data weighting. A third criterion sometimes used is the
importance that the community places on a specific variable. For example, if a jurisdiction feels that
accurate race representation is key to staff and public acceptance of the study results, additional
consideration will be given in the weighting process to adjusting the race variable.

Several different weighting “schemes” are tested to ensure the best fit for the data.
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The process actually begins at the point of sampling. Knowing that residents in single family
dwellings are more likely to respond to a mail survey, NRC oversamples residents of multi-family
dwellings to ensure they are accurately represented in the survey data. Rather than giving all
residents an equal chance of receiving the survey, this is systematic, stratified sampling, which
gives each resident of the jurisdiction a known chance of receiving the survey (and apartment
dwellers, for example, a greater chance than single family home dwellers). As a consequence,
results must be weighted to recapture the proper representation of apartment dwellers.

The results of the weighting scheme are presented in the table below and the variables used are

shaded grey.

Table 118: 2012 Rockville Citizen Survey Weighting Table

Characteristic

Population Norm*

Unweighted Data

Weighted Data

Housing
Rent home 40% 40% 41%
Own home 60% 60% 59%
Detached unit’ 51% 41% 49%
Attached unit® 49% 59% 51%
Race and Ethnicity
White alone, not Hispanic 56% 61% 56%
Hispanic and/or other race 44% 39% 44%
Hispanic 13% 8% 13%
Not Hispanic 87% 92% 87%
White 63% 65% 62%
Non-white 37% 35% 38%
Sex and Age
18-34 years of age 29% 17% 28%
35-54 years of age 39% 36% 38%
55+ years of age 33% 48% 35%
Male 47% 42% 47%
Female 53% 58% 53%
Females 18-34 14% 9% 14%
Females 35-54 20% 19% 19%
Females 55+ 18% 30% 20%
Males 18-34 14% 8% 14%
Males 35-54 19% 16% 18%
Males 55+ 14% 18% 14%

1 Source: 2010 Census

2 Source: 2005-2009 American Community Survey

Report of Results 119

A-124



Attachment A
Rockville Citizen Survey e February 2013

Data Analysis

The electronic dataset was analyzed by National Research Center, Inc. staff using the Statistical
Package for the Social Sciences (SPSS). For the most part, frequency distributions and average
(mean) ratings are presented in the body of the report. A complete set of frequencies for each
survey question is presented in Appendix A: Complete Set of Survey Responses.

Also included are results by respondent characteristics and geographic area of residence (Appendix
B: Survey Results by Location within Rockville and Appendix C: Survey Results by Demographic
Subgroups). Chi-square or ANOVA tests of significance were applied to these breakdowns of
selected survey questions. A “p-value” of 0.05 or less indicates that there is less than a 5%
probability that differences observed between groups are due to chance; or in other words, a
greater than 95% probability that the differences observed in the selected categories of survey
respondents represent “real” differences among those populations. Where differences between
subgroups are statistically significant, they have been marked with grey shading in the appendices.

Report of Results 120

A-125



Attachment A
Rockville Citizen Survey e February 2013

Appendix F: Jurisdictions Included in Benchmark Comparisons

Listed below are the jurisdictions included in the national benchmark comparisons provided for the
City of Rockville followed by its 2010 population according to the U.S. Census.

National Benchmark Comparison

ADIIENE, KS veveeeeeeeeeeeeveeeeesese e eeeeveseen 6,844
Adams County, CO ......coevveeeriieeriieeen, 441,603
Airway Heights, WA .......cccccoooiiiiiiiieeeieeees 6,114
Albany, GA ............... 77,434
Albany, OR .......cceeuene 50,158
Albemarle County, VA.. 98,970
Albert Lea, MN............ 18,016
Alpharetta, GA ... ....57,551
AItOONA, 1A ..o 14,541
AMES, A it 58,965
Andover, MA.... ..o 8,762
Ankeny, 1A ..o 45,582
ANN Arbor, Ml .....uveeeeceeciieeeeccecciieeeeeee 113,934
ANNapolis, MD .....ccovcveeeiiiieniiee e 38,394
Apple Valley, CA......ooeceveeeeeeeeeeeeeene 69,135
Arapahoe County, CO ......ccceevveeerreennnen. 572,003
Archuleta County, CO .....ccceeevveeiviieeeiienn, 12,084
Arkansas City, KS......coccvvveieviieeinieeinineen, 12,415
Arlington County, VA .....cccoeeveveerieeene 207,627
Arlington, TX ceeveveeeee e 365,438
Arvada, CO ..o 106,433
Asheville, NC....coveeeeeeevieeeeeeccireeee e 83,393
Ashland, OR ....cccceeiviiieiiieeec e 20,078
Ashland, VAo 7,225
Aspen, CO ....... ...6,658
Auburn, AL..... 53,380
Auburn, WA .... 70,180

Aurora, CO ..... 325,078
Austin, TX..ooooeveieieieeeeenn, 790,390
Baltimore County, MD .... 805,029
Baltimore, MD................. ..620,961
Barnstable, MA .......ccccovveviiiiee e, 45,193
Batavia, IL..ccoeeeeeeeeiieeeeeeeeecee e 26,045
Battle Creek, Ml .....cocueeveeeevcnreeeeeciecrveeene. 52,347
Bedford, MA ......coooevvieeeeeeeeeeee e, 13,320
BElleVUE, WA......eoeeeeeeeeeeeeeese e 122,363
Beltrami County, MN .......cccevvieceenirniens 44,442
Benbrook, TX .....cooevvveeeeeeiieiieeeeeceeevvveeeeeen 21,234
Bend, OR...coooiiiecieeeceeeeee e 76,639
Benicia, CA...ooooveeeiiieeeeeeeeeeen 26,997
Bettendorf, 1A ....cccvvieiiiieiee e, 33,217
Billings, MT...cooieeeeeieeee e 104,170
Blaine, MN .......cooiiiieeieeee e, 57,186
Bloomfield Hills, Ml........cccoovuvereieeeiineeneeeenns 3,869
Bloomington, IL......cccecoveveviiiiniieeiiieeen, 76,610
Bloomington, MN .... 82,893
Blue Ash, OH.......... 12,114
Blue Springs, MO .. 52,575
Boise, ID....cccevveeeeeeenns ..205,671
Botetourt County, VA.......coccvveeeiieniiieennn. 33,148
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Boulder County, CO.....ccvvevvrieiniiieeiieeens 294,567
Boulder, CO ... 97,385
Bowling Green, KY .......ccoceeiveieniieeeciieeenns 58,067
Bozeman, MT ........... 37,280
Branson, MO .........cevvvevvveeeeens 10,520
Brea, CA....ccovveeennenen. 39,282
Brevard County, FL... ..543,376
Brisbane, CA .......ooveeeeicieieeeeeeecireeeee e 4,282
Broken Arrow, OK........ccceeviieeinieenniineennins 98,850
Brookling, NH ......cccooeveviiiiiniiiiieceieceeeen 4,991
Broomfield, CO...oeevvveeveeeee e 55,889
Brownsburg, IN........cecoeeveerieenieniecnee s 21,285
Bryan, TX oot 76,201
Burleson, TX ..occveevieeeriiecriee e 36,690
Burlingame, CA......cooecveveeeeeeeceeee e 28,806
Burlington, MA ......ccoooiiiieeeeeee s 24,498
Cabarrus County, NC......cccceevveeeniieeennnn. 178,011
Cambridge, MA ......ccoovivriiiiieeeiee e 105,162
Cape Coral, FLuuvuirrierieeieeeeee e 154,305
Cape Girardeau, MO.......ccccevvveirniieiniieene 37,941
Carson City, NV....uveeeeiecieeee e 55,274
Cartersville, GA.....uuveeeeeeeveeeeeeeeeeeee e 19,731
Carver County, MN......oocviiieeiiiiiiieee e 91,042
(0 4V N 135,234
Casa Grande, AZ .... ...48,571

...55,316

Casper, WY ......... .

Castle Pines, CO..... ....10,602
Castle Rock, CO...... ....48,231
Cedar Falls, IA........ ...39,260
Cedar Rapids, IA ... 126,326
Centennial, CO....... ..100,377
Centralia, IL ...ooovevveeeiiieiieeciec e 13,032
Chambersburg, PA.........ccoevvercieeeeeieeen, 20,268
Chandler, AZ......ccoeeeeeeeeeieeeeeeeeeveeeeeene 236,123
Chanhassen, MN ........ccooovvveeeeieiiveeeeeeeennns 22,952
Charlotte County, FL....ccoocveiiriieiiniieeeinnn, 159,978
Charlotte, NC.....cccvvveeeeieeeeeeee e 731,424
Charlottesville, VA.......coooveeeeeiiciieieecc s 43,475
Chesapeake, VA.......cooeeeeveeecieeecieeeee, 222,209
Chesterfield County, VA .......cccceeecvvveenneen. 316,236
Cheyenne, WY ....ccccoooieeiiieniee e 59,466
Chippewa Falls, Wl ......cccccveveeriiecieeieenen, 13,661
Citrus Heights, CA......ocoovveeiiieecieeeeiee, 83,301
Clark County, WA ......ccoooviiiiieecireeee, 425,363
Clay COUNtY, MO.....veeeeeereeeeeereeresvesesnes 221,939
Clayton, MO .......... ....15,939
Clearwater, FL .... ..107,685
Clive, 1A ..o, ....15,447
Cococino County, AZ .... ..134,421
College Station, TX ..cceeeveiveeiiieiiniieesiieees 93,857
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Colleyville, TX v 22,807
Collier County, FL....ccceevuveeriieeeeieeeeiienn, 321,520
Collinsville, IL c.eveveiieeeiieeiiee e 25,579
Colorado Springs, CO ....ccvevvvevieeieeeenee 416,427
Columbia, MO.....ooooveveieeeiieeieeeee e
Columbus, Wlh.uueoviioeeveeeeeceeeieeeeee e
Commerce City, CO

Concord, CA ....eveeiieeeieeeeee e
Concord, MA .....ooeveeeeeeeeeeeeeeeeeeeeeeeeeee s
CoNYErs, GA ..ottt ee e eeeees
CookeVille, TN ..eveeeieeeireeeeee e

Coon Rapids, MN .....ccceeieeneerienniecieeieene
Cooper City, FL...ooiiiiiieeeeeeeieeee e
Coronado, CA.........

Corpus Christi, TX...

Corvallis, OR..... .
Coventry, CT...cccueeiiieiiieeerce e
Craig, CO .ot
Cranberry Township, PA ..........ccoeeeeiineenns 28,098
Crested Butte, CO ....ccovvveeeeeecnrreeeec e, 1,487
Crystal Lake, IL ...coovcveeerciiieeiieesiiee e 40,743
Cumberland County, PA.........ccceeevveeuennee. 235,406
Cupertino, CA......ccoovviviiieee e ccireee e eeeeienees 58,302
Dade City, FL..uveeviieeeiieeeiee e 6,437
Dakota County, MIN ........cccveeiiiiieiiieeens 398,552
Dallas, TX...uiiiieeeiieeeiiee e e 1,197,816
Dania Beach, FL....cccoveveeeiiiiieeee e, 26,639
Davidson, NC......oooveveereeeiieireeeee e, 10,944
Davis, CA ..o 65,622
Daytona Beach, FL .....cccceevivieviieeiniieeen, 61,005
De Pere, Wl.....ooouueeeeeeeeecee e
Decatur, GA......oovvieeeieeeecee e

DeKalb, IL...

Delaware, OH.........

Delray Beach, FL..... .

Denton, TX oo

Denver, CO..riririeeee e eeees

Des Moines, 1A ......cccccceeeieieieieieeeeeeeeee,

Destin, FL c.ueveiieiiieiieeeeeeeeeee e
Dewey-Humboldt, AZ.........ccccevvvercrrereennnn. 3,894
Dorchester County, MD .........ccccceeevveennen. 32,618
DOthan, AL ...eeeeeeeeeeieeeeee e 65,496
Douglas County, CO ...cccceevvveenvenreereennnene 285,465
Dover, DE ..., 36,047
Dover, NH ... 29,987
Dublin, CA ..o, 46,036
Dublin, OH...ccvviiiiiiiiieecee e, 41,751
Duluth, MIN ....ooiiiiiiieiere e, 86,265
Duncanville, TX ..oooveeeeeeeeieeeeee e 38,524
East Grand Forks, MN ......ccccceveiieevineeeneeennns 8,601
East Providence, Rl ........ccoevevveeeeeeeccnnnennnnn. 47,037
Eau Claire, WI............ 65,883
Edina, MN ........ 47,941
Edmond, OK 81,405
Edmonds, WA ........ ....39,709
El Cerrito, CA.......... ... 23,549
El PASO, TX veveeeeeeeereesessseeseseeseessesessens 649,121
EIK Grove, CA ..o, 153,015
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Elk RiVEr, MN ..ooveriiiieeieieeee e,
Ellisville, MO ....uvvveeeeieiveeee et

Elmhurst,

Lo

Englewood, CO ....cccvverveeecieeeeeee e

Escambia

Escanaba,

County, FL.ooovviiiiiiiiiiiiiiiinn,
MU e

Estes Park, CO......eeeeeveevreeeeeeeeiirieeeeeeeeivenenes

Evanston,

IL i

Fairway, KS ...
Farmington Hills, Ml.........cccceveviiiiiiiiecns
Farmington, NM ......cccccvveiiiiniiiiieeeiiniiieens
Fayetteville, AR....c.ccovienieniniecieeee e
Federal Way, WA.........cccoveveeeieeieeree e

Fishers, IN
Flagstaff MPO, AZ (Travel Diary)
Flagstaff, AZ..

FlOrence, AZ.......coocvveeevciieeiiieeiiieesiee s
Flower Mound, TX ....oooouveieeiiiiiieeeeeceeieees
Flushing, Ml.....ccoooiviiiiiiieceeecee e,
Forest Grove, OR ........uuvvvvvevevervnenerenererennnnns
Fort Collins, CO...oovvuviieiiieeiee e
Fort Smith, AR ..eeoveiiieeeeee s
Fort Worth, TX...ueeeviiieeeeeeeeeeeeieeeeee e
Fountain Hills, AZ.......ccoouveveeieiiiieeeeeeennenns
Fredericksburg, VA .......ccccooeviiiiiieeciiieens

Freeport,
Freeport,

L.
ME .o,

Fremont, CA ..o,
Fridley, MIN ......cooiiiiiieiieecee e

Fruita, CO

Gainesville, FL....ccoveeeeeeieeeeeeeee e
Gaithersburg, MD.........cccoeievveiecieeeciee,

Galt, CA...
Garden City, KS
Gardner, KS ..

GENEVA, NY oot
Georgetown, CO...coeveevveieiee
Georgetown, TX ... ciireee e
Germantown, TN.....coovvriiieeeenriiieee e
Gig Harbor, WA .......cooieeeeeece e
(O] oY<] o A VAN
Gillette, WY ..ot
Gladstone, Ml......coocvviiviieeniieeeiieeeiee e,
GOOAYEAr, AZ......eeerieiieeeieeieeniee e
Grand Island, NE........cooovveiiiiiiiiiieieee s
Greeley, CO ...ooivveeeeeeeecee e
Green Valley, AZ......ccocoevvveeiiieiiiiieeeiieeen,

Greer, SC

GUIf Shores, AL .....uveeveeieiieeiieeeeeeieeeee e

Gunnison
Hailey, ID

Hamilton,
Hampton,

County, CO .ovvrvviiiiiiiiiiiiieceeeeeees
OH...
VAo

Hanover County, VA........
Harrisonville, MO ............

Hartford, CT.....

Henderson, NV ......ccocoviieiiieeinieeesiieees
Hermiston, OR.....coovvvviiieeeeeeeeiccee e
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Herndon, VA ... 23,292
High Point, NC.....cooeeviiiieiieecieeccieeeee 104,371
Highland Park, IL......ccccovvviiiieiiiieiniieeeen, 29,763
Highlands Ranch, CO......cccccvvvivecierireiens 96,713
Hillsborough County, FL........cccveenneee. 1,229,226
Hillsborough, NC........ccceeviiiiiiiiiiiieeeciiee, 6,087
Holden, MA ... 17,346
Holland, Ml .....ooiiiiiiiiieeiecee e, 33,051
Honolulu, Hlu.oooveieeiieieeeeeeeeeee e, 953,207
Hoquiam, WA ... 8,726
Houston, TX c.ovvvvveiiiiiiiieieeeeeeeeeeeeeeeeeee, 2,099,451
Howell, Ml....cooiviiiiiiiiiieeecceee e

Hudson, CO
Hudson, OH
Hudsonville, Ml
Huntersville, NC .
HUPST, TX et
Hutchinson, MN
HUTEO, TX i
Indian Trail, NC
Indianola, IA......cooiiiiriieeee e,
Jackson County, Ml ......cccoeeuvrcvenieeciennennn.
Jackson County, OR.......cccceeeerieeciieeenee.
James City County, VA
Jefferson City, MO .....ccceevvveevcieecieecen,
Jefferson County, CO .....cocoverveenvensieennnen.
JEerome, ID ...
Johnson City, TN ....coooiiieeiiieeeiee e,
Johnson County, KS.......cccceeeviiieeeinieennen.
Jupiter, FLoooiiiiiiiiciiceecee,
Kalamazoo, Ml .....cccouueveeeiiiiiiieee e,
Keizer, OR oo,
Kennett Square, PA...
Kettering, OH
Kirkland, WA
Kutztown Borough, PA
La Plata, MD......ooovuveeeeeieeeeeeee e
La Porte, TX .o
La Vista, NE ....coviiiiiiiiieeeeeeeeee e
Lafayette, CO ...covvverieee e
Laguna Beach, CA.......cccceeeveieiieeccieeeeen,
Laguna Hills, CA........ccovvieviieeeiee e,
Lake Oswego, OR ......c.eevverieeniieeieeniieniene
Lane County, OR ......coccceviiiiiiiiieiiiicce
Larimer County, CO.....cccevvriiieeereiinieennn.
Las Cruces, NM .....cooeiiiiiiiiiieneeeeeeicee e
Lawrence, KS.....ooovvveiiiiiiiiieee,
League City, TX...oooviiriiiiiiiiienieececeee,
Lebanon, NH .....coovvieieeieieeeeee e,
Lee County, FL.coovviiiiiiiiiiieeen,
Lee's SUMMit, MO....ovvvereeeeinireeeeceeerreeeee.
Lewiston, ME .........

Lexington, VA.........

Lincoln, NE
Lincolnwood, IL
Little Rock, AR......... .
Littleton, CO...uvvvvrieeieeeeiee e,
Livermore, CA ...oovveeeeeeeeeecee et
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Long Beach, CA....cccoovveeveenienieeeeeeeeee,

Longmont, CO

Los Alamos County, NM .........ccccovveeiireennnes

Louisville, CO

Lyons, IL.........
Madison, WI..

Mankato, MN
Maple Grove,

Maple Valley, WA...
Marana, AZ....

MN...

Maricopa County, AZ.......ccccoevvvrveeeennnn.
Marin County, CA ...

Marion, IA......

Maryland Heights, MO ..........ccecvvieeiiieenns

Mayer, MN ....
McAllen, TX ...

McDonough, GA ........ccoovvieiiieeciee s

McKinney, TX

McMinnville, OR....ccoocvvveveeeeeeieeee e
Mecklenburg County, NC ......ccceccvvveiveene

Medford, OR..

Menlo Park, CA......coooeuveeeeeeiecieeeeeceeevenenns

Meridian Charter Township, Ml
Meridian, ID...
Merriam, KS...
Merrill, WI .....

Mesa County,

Miami Beach,

Midland, MlI...
Milford, DE ....

Co.
FL..

Minneapolis, MN........ccccceeevvieeinciieeniieeens

Mission Viejo,

Mission, KS ....
Missoula, MT.

CA.iiiiiis

Montgomery County, MD .......ccccceevevnnnn
Montgomery County, VA.......cccocveviiieennnne
Montpelier, VT ..o e

Montrose, CO

Mooresville, NC.......coovveeereiiicnieieeeeeevneenns
Morristown, TN .....euvveveveieieierereeeeerereeereeeene.

Moscow, ID....

Mountlake Terrace, WA ........ccoovvveeeeecinnnnns

Munster, IN ...

Muscatine, 1A

Naperville, IL..
Nashville, TN..
Needham, MA ....
New Braunfels, TX ..
New Orleans, LA.....

New York City, NY....cococevierieenienieeninene
Newport Beach, CA ......ccceevvevveeceeerieeniens
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Newport News, VA.......ccccciiiiiiiinininnnnnnn,

Newport, Rl....oooveviiiiiiiiiiieeeee,
Noblesville, IN......cceeviiiieriiieeiee e,
NOZAIES, AZ .....eeeeeeeeeeeee e
NOMfOIK, VA ..o

[N\ s o =1 P |
Norman, OK .....ccoeveviiiiiiiiieieeeeeeeeeeee,

North Las Vegas, NV ......cccceevveriieneeennnen.

North Palm Beach, FL.......cooovuveeeeeiiiiinenenn.
Northglenn, CO......ooovvvieiiiieeee e,
NOVI, Ml e,
O'Fallon, IL .eeeeiieeeiieeeieeeeee e
0aK Park, IL.cccuveeeeeeeeeeeeeee e
Oakland Park, FL ..........
Oakland Township, Ml ..

Ocean City, MD ....cocvvviriiiiiiiieiiecceccee,
Ogdensburg, NY ......coocveviveveereeceeeeeeeene
Oklahoma City, OK.....cccovveeeiiieeieeeciie,
Olathe, KS ...
Olmsted County, MN .......cccceevverireeneennee.
Orange Village, OH......ccccceeeveveevieeeeeeee,
Orland Park, IL ......cooeeeeveeeeeieeiieeeee s
OShKOSh, Wl....uvveeiiieieieeiieeeeeiieeee e
Otsego County, Ml....cccvvveeeiiiiiiiieee e
OViIedO, FL ..utviiiiiiiiieeeiiee e
Palating, IL ...eeeeeeeeeeeeeeeeee e
Palm Bay, FL.....cooiuiieeieeeciec e
Palm Beach County, FL.......cccceecuveeenneen.
Palm Coast, FL...coocvveeriieeiiiiieciee e,
Palm Springs, CA .....ccveeeeeceeeieecee e
Palo Alt0, CA ..o
Panama City, FL
Papillion, NE...........
Park City, UT ..........
Park Ridge, IL .veeveeeieeeee e
Parker, CO ..t
Pasadena, CA ......ccoovvveeeeeeicnreeeee e,

Pasco County, FL.....ccccceevviiiiieieieiiieeen, 464,697
Pasco, WA ... 59,781
Peachtree City, GA.....ccceeevveeeiieeceieeeeen. 34,364
Peoria County, IL.....ccccceevvviirieeeeeiriiieee, 186,494
PEOria, AZ....ooveeieiiiee et 154,065
Peters Township, PA .......cccceeviieeiniieennnen. 21,213
Petoskey, Ml .....coceeeeerieeeecie e
Pho@NiX, AZ ...ooooeeeeveieeeeeeeeeee e

Pinal County, AZ.......cccouveeviieeiiieeeiieeeee

Pinellas County, FL
Piqua, OH ...
[ =Y o T I G
Platte City, MO.......ccceovveeeiieecriee e
Pocatello, ID...........

Port Huron, Ml .......

Port Orange, FL......

Port St. Lucie, FL
Portland, OR
Post Falls, ID
Prescott Valley, AZ
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Provo, UT ...t 112,488
Pueblo, CO....ccouvveeeeieeeeeeeeeeeeeee e 106,595
Purcellville, VA......ccoviiiiiieeieeeieeeenen 7,727
Queen Creek, AZ........ooeeceeeeeeeieeieeeee e 26,361
Radford, VA .....coeeiieeeecee s 16,408
Radnor Township, PA ........ccccveeeviiieeieeeeiee e NA
Rapid City, SD ....oevveieieiieeciee et 67,956
Raymore, MO .....cooovvvviiiiieieiiiiieee e 19,206
Redmond, WA ........uvvvveveveeeveeeeeeeeeeeeeeeeeeeeees 54,144
Rehoboth Beach, DE.........cccoovvvvveveeeeiecnnnnnns 1,327
[T Lo T A RS 225,221
Renton, WA ...t 90,927
Richmond Heights, MO .........ccceveeviieeeeenns 8,603
Richmond, CA..................

Rifle, CO...........

Rio Rancho

, NM...

Riverdale, UT ...ccoovviiieiieecieeeiec e
RIVErside, IL ....uvvvveveeeereeerieeeeeeeeeeeeeeeeeeeeeeeeeeees
Riverside, MO .........coovvvveeeeiieciieeeee e,
ROANOKE, VA ...t
Rochester, Ml ......cocoeveviiiiniiiiiieceiieeeens

ROCK Hill, SCeeeeeeeeeeeeeeeeeeeeeeee e
Rockford Park District, IL.......cccovvvveeeeeennns 152,871
ROCKVIlle, MD....veveeeeeeirreieeeeeereeeee e 61,209
Roeland Park, KS........ccovveeeeeeecineeeeeeeeecvnnenns 6,731
ROIla, MO ..ot 19,559
RoOSWeEll, GA ... 88,346
Round ROCK, TX.uuvviiiieinreeeeeeeeieeeeeeceeivanenas 99,887
ROWIEtt, TX cooireeeeeeeeiireeeee et 56,199
Royal Oak, Ml .....ccoccveiiiiiiiniieiiiieesiiee s 57,236
SACO, ME...iiiiiiiicceeeeeeeeeeeeee e 18,482
Salida, CO i 5,236
Salt Lake City, UT ..ccceeeivieeiieecieeeeiiee s 186,440
Sammamish, WA ........ccceeeviiiieee e, 45,780
San Antonio, TX... 1,327,407
San Carlos, CA......euveeeeieeieeeee e 28,406
San Diego, CA ....oocveieiieeeieeeeeeeeeee 1,307,402
San Francisco, CA .....oooeeeeeeeeeeeeeeeeeeeeeeeen, 805,235
San Jose, CA ..ot 945,942
San Juan County, NM .......ccceeiiiiiiiiineennn. 130,044
San Luis Obispo County, CA..........ccveeunes 269,637

SaN Marcos, TX .ooovvveveeeeeeeeeeeeeeeeeeeeeeeeeeeeeees

San Rafael,

CA o

Sandy SPrings, GA......coovveerveevieeneenieesieenne

Sandy, UT.
Sanford, FL

Santa Clarita, CA.....ccooveveeeeeecireeeee s
Santa Monica, CA ....evvveeieeieeee e
Sarasota, FL....ooovvveeeeeeieeeieee e
Savage, MIN oo
Savannah, GA .......ocoovveeeeeeeeiieeeee s

Scarborough, ME.
Scott County, MN ...

Scottsdale,

Seaside, CA...
SeaTac, WA...

Sedona, AZ
Sevierville,

AZ..

TN,
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Shawnee, KS....coveeeeiieeeeeeee e 62,209
Sherman, L ..oooveeeee e 4,148
Shorewood, IL......ccoocvieieiiiieniiieiiee e, 15,615
Shorewood, MN........cooveviiiiiiiiieeeeee s 7,307
Shrewsbury, MA .......cccooviiiiieeeeeee, 35,608
Sioux Falls, SD ....uvveeeeeieieieeee e 153,888
SKOKI€, IL vvveeeiiicrieeeeeeeeiriee et 64,784
SMYINA, GA .t 51,271
Snellville, GA ...euveeeeeeeeeeeeeeereee s 18,242
Snoqualmie, WA ........ccooviieeiiiieeeeeee, 10,670
South Haven, Ml ......ccoovevveeeiiieciirieeeceeeinnes 4,403
South Lake Tahoe, CA .......ccovvvevirvieeeiienne 21,403
South Portland, ME........ccoeeeeievieieeiiinnes

Southborough, MA ...

Southlake, TX

Sparks, NV......cccueen. .
Spokane Valley, WA ......ccccooveerieniiiieennene
Spotsylvania County, VA ........ccccveveernenne 122,397
Springboro, OH ......cccoveiviiiieeiee e, 17,409
Springfield, OR ......coocvviiviiiieciee e 59,403
Springville, UT ..cc.covieriiiienieeeeseeeieenene 29,466
St. Cloud, FL uvieeiieeeeee e 35,183
St. Cloud, MIN .....ooooiiiieiieeeee e 65,842
St. Louis County, MN.......cccceevvniiieeeinnnnns 200,226
St. Louis Park, MIN .......ccceeeeeeeiirieieeceeinneees 45,250
SEAIlINGS, NC cvoveeeeveeeeeeeeeeeeseee e eeenen 13,831
State College, PA.......ccoeveevieeeeeeeeeeeen 42,034
Stillwater, OK ....uveeveiieeeeeeeeceeeeireeeec e 45,688
Stockton, CA.....cvvveeeeeeieeeeee e 291,707
SUgar Grove, IL.....eeeeeeeeciiiieeeiieiieeee s 8,997
Sugar Land, TX .oeeeiviiieiieeeee e 78,817
Summit, NJ oo 21,457
Sunnyvale, CA ..140,081
Surprise, AZ............ ..117,517
Suwanee, GA .... 15,355
Tacoma Public Works, WA..........ccceuuee... 198,397
Tacoma, WAoo 198,397
Takoma Park, MD.........ccocvveeeeeeeeinrereeenenns 16,715
Temecula, CA ..ooocvereiiiecieeevee e, 100,097
TeMPE, Ao 161,719
Temple, TX e 66,102
The Woodlands, TX .....ccovvvveeeeeeeeiinnereeeeenns 93,847
Thornton, CO ...occveveviiieriee e, 118,772
Thousand Oaks, CA .......ccceevvveeinineennnen. 126,683
TitUSVille, FL wovviiieeiee e 43,761
Tomball, TX e, 10,753
Tualatin, OR ...ccovviireeee e 26,054
TUISA, OK oo reeeen 391,906
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Tuskegee, AL.......coccueeeeciieeeiiee et 9,865
TWIN Falls, ID ..vvveeeeeeeireeeee e, 44,125
Umatilla, OR .o 6,906
Upper Arlington, OH.......cccccovevivecieeneeniene 33,771
Upper Merion Township, PA .........ccccueene 28,395
Urbandale, A .....ooooveeeeeeeeeeeeeeee e,

Vail, CO e
Valdez, AK..ooeeeeiieeeiieecree et
Vancouver, WA. ..o vvievviieeeeeeeeeevieee s
Vestavia Hills, AL ..c.uveveeeveeirieeeeeeeeieeeeeeee
Virginia Beach, VA ......cccccooviiiivieiiiiieeens

Visalia, CA..ooveeeeeiieeeieeete et
Wahpeton, ND.......ccceevieerieee e
Wake Forest, NC.....
Walnut Creek, CA .........
Washington City, UT...........
Washington County, MN
Washoe County, NV .....cccoveviveveereerienne
Watauga, TX v
Wauwatosa, Wl....ccooeeviiiiiiiiiiinieeeeeiiiceeeeees
Wentzville, MO......ccoooviieiiiiiiieeieeesieen

West Carrollton, OH .......coovvvveeeeiiicniiieeen,

West Chester, PA........oooooeevveeeeeieireeeeeenn,

West Des Moines, 1A ........coovvvvvviieeieieeeennn.

West Richland, WA..........oovvvveeeeiiiireeeeenn,
Westerville, OH ......coociiiiviieiiieeiieeeneen
WeEStIaKe, TX..ooviiieeeeiee e e aaees
Westminster, CO ....oovvvveeveieeeiiiiiieeeeeeeee,

Wheat Ridge, CO ....oovvvvvveiiieeeieeeieeeeen

White House, TN ....coovviiiiiiienieecieeesieeen
Whitewater Township, Ml........ccccovvvrrvernenne. 198
WIiChita, KS .eeeeeeeeiieiieeeee et
Williamsburg, VA.
Wilmington, IL.....
Wilmington, NC...
Wilsonville, OR ....ccouveeeeeieeeeeee e

Wind Point, Wl ....ooovvveeeiiieiieieeee e
WiIndsor, CO ..uvviiiiireeeee et
WiNdsor, CT....oeiiviieeeiieeeciiee e
Winston-Salem, NC .........coovvvuveeeeeiiiiinnnnnns 229,617
Winter Garden, FL.....ueeeeiiivcveeeeeceeciveeeeeen, 34,568
Woodbury, MN.......ccovuiieiiiiiieeecieee e, 61,961
Woodland, WA .......ccooviiirieeeieeeiee e 5,509
YaKima, WA ..o eeeeeeeeevesessnes 91,067
York County, VA ....ooceveeeeieeeeee e 65,464
Yuma County, AZ ....ccoveveviiiiiiiiiiiiiiiiiiinenns 195,751
Yuma, AZ 93,064
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Appendix G: Survey Materials

The following pages display the questionnaire and other survey materials for the 2012 Rockville
Citizen Survey.
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Dear City of Rockville Resident,

Your household has been selected at random to participate in
an anonymous survey about the City of Rockville government
services and quality of life. You will receive a copy of the
survey next week in the mail along with instructions for
completing and returning it. We are only mailing surveys to
2,000 households, so your response is extremely important
and will assist us in improving our services for the entire city.
Many thanks in advance for your help.

Sincerely,

Phyllis Marcuccio
Mayor

Dear City of Rockville Resident,

Your household has been selected at random to participate in
an anonymous survey about the City of Rockville government
services and quality of life. You will receive a copy of the
survey next week in the mail along with instructions for
completing and returning it. We are only mailing surveys to
2,000 households, so your response is extremely important and
will assist us in improving our services for the entire city.
Many thanks in advance for your help.

Sincerely,

Phyllis Marcuccio
Mayor
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Dear City of Rockville Resident, Attachment A

Your household has been selected at random to participate in an
anonymous survey about the City of Rockville government
services and quality of life. You will receive a copy of the survey
next week in the mail along with instructions for completing
and returning it. We are only mailing surveys to 2,000
households, so your response is extremely important and will
assist us in improving our services for the entire city. Many
thanks in advance for your help.

Sincerely,

Phyllis Marcuccio
Mayor

Dear City of Rockville Resident,

Your household has been selected at random to participate in an
anonymous survey about the City of Rockville government
services and quality of life. You will receive a copy of the survey
next week in the mail along with instructions for completing
and returning it. We are only mailing surveys to 2,000
households, so your response is extremely important and will
assist us in improving our services for the entire city. Many
thanks in advance for your help.

Sincerely,

Phyllis Marcuccio
Mayor
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City of Rockville
111 Maryland Avenue
Rockville, Maryland
20850-2364

www.rockvillemd.gov

240-314-5000
TTY 240-314-8137

MAYOR
Phyllis Marcuccio

COUNCIL
John F. Hall, Jr.
Tom Moore
Bridget Donnell Newton
Mark Pierzchala

CITY MANAGER
Barbara B. Matthews

CITY CLERK
Doug Barber

CITY ATTORNEY
Debra Yerg Daniel

November 2012

Dear Rockville Resident:

Congratulations! You have been randomly selected to
participate in the 2012 Rockville Citizen Satisfaction Survey.
The City is providing you with this important opportunity to
tell us what you think of our service delivery and how you
view the quality of life in Rockville. Your participation in this
process is very important, because only 2,000 households will
be asked to complete the survey. The overall goal of this
process is to use your feedback to help us further improve the
high level of services that our residents have come to expect
and enjoy.

With this in mind, I ask that you please take a few minutes to
fill out the enclosed survey and return it within two weeks.
Your feedback will help Rockville serve you in the best way
possible.

Please be aware that to obtain a scientifically random
sample of Rockville residents, the adult (anyone 18
years or older) in your household who most recently
had a birthday should complete this survey. The year in
which the adult was born does not matter. We are asking the
person that takes the survey to spend a few minutes to
complete it and return the survey in the enclosed postage-paid
envelope. The survey is anonymous and all of your
answers will be kept completely confidential.

Any individuals with disabilities who would like to receive
information in another form may contact the City’s ADA
Coordinator at 240-314-8108 (TTY 240-314-8137). If you have
any questions about this survey, please contact Louise Atkins,
Council Support Specialist, at 240-314-8139.

The 2012 Citizen Survey analysis and results will be available
on the City’s Web site at www.rockvillemd.gov in late March
2013.

Please let me extend my appreciation to you for taking the
time to participate in this important process and to share your
input with us. Rockville is very excited about this survey, and
looks forward to receiving your feedback.

Sincerely,

Phyllis Marcuccio
Mayor
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iEncuesta Ciudadana de la
Ciudad de Rockville para
2012! Por favor llame al
1-888-894-7240 para
solicitar la encuesta en su
idioma y recibir ayuda.
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City of Rockville
111 Maryland Avenue
Rockville, Maryland
20850-2364

www.rockvillemd.gov

240-314-5000
TTY 240-314-8137

MAYOR
Phyllis Marcuccio

COUNCIL
John F. Hall, Jr.
Tom Moore
Bridget Donnell Newton
Mark Pierzchala

CITY MANAGER
Barbara B. Matthews

CITY CLERK
Doug Barber

CITY ATTORNEY
Debra Yerg Daniel

November 2012

Dear Rockville Resident:

Approximately two weeks ago, you should have received a
copy of the enclosed City of Rockville Citizen Satisfaction
Survey. Please disregard this notification if you have
already completed the survey and returned it. If you
have not had an opportunity to complete the survey, we
would appreciate it if you would do so now. The City of
Rockville is providing you with this important opportunity to
tell us what you think of City service delivery and how you
view the quality of life in Rockville.

With this in mind, I ask that you please take a few minutes
to fill out the enclosed survey and return it within two
weeks. Your feedback will help Rockville serve you in the
best way possible.

Please be aware that to obtain a scientifically random
sample of Rockville residents, the adult (anyone 18
years or older) in your household who most recently
had a birthday should complete this survey. The year in
which the adult was born does not matter. We are asking the
person that takes the survey to spend a few minutes to
complete it and return the survey in the enclosed postage-
paid envelope. The survey is anonymous and all of your
answers will be kept completely confidential.

Any individuals with disabilities who would like to receive
information in another form may contact the City’s ADA
Coordinator at 240-314-8108 (TTY 240-314-8137). If you have
any questions about this survey, please contact Louise
Atkins, Council Support Specialist, at 240-314-8139.

The 2012 Citizen Survey analysis and results will be
available on the City’s Web site at www.rockvillemd.gov in
late March 2013.

Please let me extend my appreciation to you for taking the
time to participate in this important process and to share
your input with us. Rockville is very excited about this
survey, and looks forward to receiving your feedback.

Sincerely,

Phyllis Marcuccio
Mayor
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iEncuesta Ciudadana de la
Ciudad de Rockville para
2012! Por favor llame al
1-888-894-7240 para
solicitar la encuesta en su
idioma y recibir ayuda.
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Omnpoc xureneit Poksuia:
2012 rog! Iloxamyiicra,
MO3BOHHTE IO TeNeHOoHY
1-888-894-7243 u 3akaxxute
OTPOCHYIO aHKETY Ha
Bamem ponHoM si3b1ke. Bl
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MTOMOIIIH C 3aMIOJTHEHHEM
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nglr clia quy vi va dwoc
giup d&.



Att ment A

2012 City of Rockville Citizen Survey

Please complete this questionnaire if you are the adult (age 18 or older) in the household who most recently had
a birthday. The adult's year of birth does not matter. Your responses are anonymous and will be reported in
group form only. Results are tabulated by a company independent of the City. Thank you.

| Quality of Community

1. Please rate your quality of life in Rockville.
Excellent Good Fair Poor Don’t know

a. Overall, how would you describe the quality of life in the City of Rockville? ........... 1 2 3 4 5
b. How do you rate the overall quality of your neighborhood?.......................c.c..... 1 2 3 4 5
c. How do you rate Rockville as a place to raise children? ..., 1 2 3 4 5
d. How do you rate Rockville as a place to retire?............ccocccviervicinincieinienccnccnncannn. 1 2 38 4 5
2. Please rate each of the following characteristics of Rockville.
Excellent Good Fair Poor Don’t know

a. SeNSe Of COMMUNILY .....vuiieiiiiiiiecice e 1 2 3 4 5
b. Overall appearance of ROCKVILIE...........ccccooviiiiiiniiniiiniiinicccccecce e eaenees 1 2 3 4 5
c. Opportunities to attend cultural or arts eVents ..........ccoocoveeceenecenienecneenneeenn. 1 2 3 4 5
d. Openness and acceptance of the community toward people of diverse backgrounds.... 1 2 3 4 5

e. Availability of affordable housing.........ccoccviiiiiiiiiccccrccc e 1 2 3 4 5

t. Ease of travel in Rockville by bicycle.........cccocociniiiininininiicniniccncececeeenne 1 2 3 4 5
g. Ease of travel in Rockville by WalKing ........ccccoeviiiiiiiiniiiecccceececes 1 2 3 4 5
h. Ease of travel in Rockville by transit..........ccccccocoviiiiniiiiieenes 1 2 3 4 5

1. Ease of travel in Rockville by Car .......cccoiiiiiiiiiiccrcececeececene 1 2 3 4 5

J- Quality of new residential development.............ccccecurieieiniiniinicnciniinieieneeececeeeene 1 2 3 4 5
k. Quality of new commercial development...........cc.ccccuvuuiiiininnenininicieeecenns 1 2 3 4 5

1. Drinking water qUALItY........ccccccooiiiiiiiiiiiiiieeece s 1 2 3 4 5
m. Rockville’s natural environment............ccocvecnicnicniiniecceecee e 1 2 3 4 5
3. How safe do you feel . ..

Very Reasonably Somewhat Somewhat Very Don’t
safe safe safe unsafe unsafe know

a. Crossing the street in Rockville ... 1 2 3 ! 5 6
b. In your neighborhood during the day ..........cccccccovvininiiiinni 1 2 3 4 5 6
c. In your neighborhood after dark ..........cccccoooovniininii, 1 2 3 4 5 6
d. In business areas in Rockville during the day ...........cccccccocovivecnace. 1 2 3 4 5 6
e. In business areas in Rockville after dark ... 1 2 3 4 5 6

4. In the last 12 months, about how many times have you, a family member in your home or other household
member done the following things:

Onceor 3to12 13to26 Morethan Don’t

Never twice times times 26 times  know

a. Used a Rockville park.........cocoovvciininncncnscenescece s 1 2 3 4 5 6
b. Used a Rockville recreation center® ............ccooocvvivnenicnicnecnnns 1 2 3 4 5 6
c. Participated in a Rockville recreation program.............cccccocvvucenee. 1 2 3 4 5 6
d. Attended a City-sponsored special event (such as Farmer's Market,

July 4th fireworks, Hometown Holidays, Science Day, Uncorked,

Rotary Twilight Runfest or Car Show).........cccccoeiiiniiiniiiniiinne, 1 2 3 4 5 6
e. Visited Rockville Town Center........c..ccveveunineinicncneeneeneennenes 1 2 3 4 5 6
t. Watched or attended a Rockville Mayor and Council meeting ... 1 2 3 4 5 6

*(Glenview Mansion, F'. Scott Fitzgerald Theatre, Municipal Swim Center, RedGate Golf Course, Rockville Senior Center, Twinbrook Recreation
Center, Lincoln Park Community Center, Montrose Community Center, Elwood Smith Community Center, Pumphouse, Rockcrest Ballet Center,
Croydon Creek Nature Center, Rockville SK8 Park, Rockville Climbing Gym, Thomas Farm Community Center)
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| City Employees

U No = GO TO QUESTION 7 1 Yes

Attachment A

5. Have you had phone, in-person or e-mail contact with a City of Rockville government employee within the last
12 months (including receptionists, inspectors, police, planners, administrators, or any others)?

6. What was your impression of City government employees in your most recent contact?
Don’t Not
Excellent Good Fair Poor know applicable
A BNOWIEAZE ..o 1 2 3 4 5 6
D. COUNTESY ..ot 1 2 3 4 5 6
C.  RESPONSIVENESS ..ot 1 2 3 4 5 6
d. Follow-up (got back to you or took action if needed)...........c.ccccecceucece. 1 2 3 4 5 6
€. Overall CUStOMET SEIVICE ....c.vviuiiiiiiieiciccicrecree ettt 1 2 3 4 5 6
| City Services
7. Please rate the quality of each of the following City of Rockville government services.
Excellent Good Fair Poor Don’t know
a. Refuse COLLECION ........cccoiiiiiiiiiiiccce e 1 2 3 4 5
b. RECYCHNG SEIVICES .....ouiviiiiiiiiiiiiiiiiiiiiiicicices s sasnais 1 2 3 4 5
c. Yard waste cOlleCtion ... 1 2 3 4 5
. LAt PICKAUP oot 1 2 38 4 5
e. Street repairs and MAINTENANICE .........cceuiueiiiririieiriieiriereeetreie et seaeeas 1 2 3 4 5
. Snow and ice removal 1 2 3 4 5
g. Street sweeping .1 2 3 4 5
h. Adequacy of street lighting in your neighborhood 1 2 3 4 5
1. Street ight MaINtENANCE.........cooviiiiiiicecc s 1 2 3 4 5
J- Street tree MAINTENANCE. .....c.cc.cveuiuriuriierieieieiseiseeeeseretsetstieteessesesseastiessesessessesssaessessesnees 1 2 3 4 5
k. Sidewalk MaiNteNANCe .........cccovviiiiiiiiiiiicic s 1 2 3 4 5
L. Water and SEWET SEIVICES .......c.ccuviuiueuuuiiiiieiieiieeeteasiaessesseesesssssssessessesscssesssessessessensces 1 2 3 4 5
M. Building permit PrOCESS ..........cociuiieirieiiiiieiieie s 1 2 3 4 5
n. Providing planning and zoning information ... 1 2 3 4 5
0. Recreational Programs ... 1 2 3 4 5
p- Recreation centers (see note on question #4 for full 1ist).........coccovevininivivicncnn. 1 2 3 4 5
q. Athletic fields (such as baseball/softball, soccer or football).........c.cccccovvirinrinnnnnes 1 2 3 4 5
r. Playgrounds (tOt 10ts) ..o 1 2 3 4 5
s. Range of activities available in parks and recreation centers and facilities........... 1 2 3 4 5
t. City-sponsored special events (see question #4d for full list) ..., 1 2 3 4 5
u. Appearance of City Parks ........cccccooiiiiiiiiice s 1 2 3 4 5
v. Residential property maintenance code enforcement (conducted by the
Community Enhancement and Code Enforcement Division) .........ccccccovevenininnnes 1 2 3 4 5
w. Commercial property maintenance code enforcement (conducted by the
Community Enhancement and Code Enforcement Division) .........cccocovevevieincnnes 1 2 3 ! 5
x. Enforcement of traffic laws by Rockville Police Department..............c.cccccceovinnce. 1 2 3 4 5
y. Crime prevention efforts...........cccoiii s 1 2 3 4 5
z. Overall City of Rockville police SErVICES .........ccocviuririeineuniurieiemnciiinieeeeneisceeeeesaenaes 1 2 3 4 5
aa. Emergency preparedness (services that prepare the community for natural
disasters or other emergency SitUatioNs).........ccccoeuerieiiieriiininiiiieeece e 1 2 3 4 5
bb. Environmental protection and sustainability Initiatives........c.cccocevecunicrnicrnccnnn. 1 2 3 4 5
cc. Senior citizen programs and SEIVICES ..........cooreemiirieeeeeeemrieseeeeeenenenseeesseeseneeeens 1 2 3 4 5
dd.Services to youth (summer camps/playgrounds, after school programs,
childcare, teen activities, swim classes, SPOrts, €tC.).......ccccoeviriiiiiviiiiiiiieiiiiiiinnes 1 2 3 4 5
ee. The Rockville Channel (Cable Channel 11) programming 2 3 4 5
ff. The City of Rockville’s website (www.rockvillemd.gov).........ccocoecovicincinivicincnncnnce 2 3 4 5
Excellent Good Fair Poor Don’t know
8. Overall, how would you rate the quality of services in Rockville? .............. 1 2 3 4 5
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9. Please rate to what extent you agree or disagree with each of the following statements Attachment A

Strongly Neither agree Strongly Don’t
agree Agree nor disagree Disagree disagree know

a. I receive good value for the City of Rockville government

tAXES T PAY wovviiccc e 1 2 3 4 5 6
b. I am pleased with the overall direction that the City of Rockville

government 1S taking.........ccccocoiiiiiiiiiiiiiae 1 2 3 4 5 6
c. The City of Rockville government welcomes citizen involvement.. 1 2 3 4 5 6
d. The City of Rockville budgeting process is open and

understandable to residents ... 1 2 3 4 5 6
e. The City of Rockville government listens to its residents.............. 1 2 3 4 5 6
t. I am pleased with the overall performance of the City of

Rockville Mayor and Council..........ccccccvcviviciniinininicninincenceneen. 1 2 3 4 5 6

10. Please rate the speed of growth in the following categories in Rockville over the past 2 years:

Much Somewhat Right Somewhat Much Don't
too slow too slow amount too fast too fast know

a. Population @rowth ... 1 2 3 4 5 6
b. Retail growth (stores, restaurants, €tc.).........ccocooveeveneuncuninircinireseenennes 1 2 3 4 5 6
C. JODS GrOWEh ..o 1 2 3 4 5 6
d. HOUSING ..o 1 2 3 4 5 6

11. How effective, if at all, are the programs, services and facilities provided by the City's Recreation and Parks
Department at improving the health and wellness of its users?

Q Very effective QO Somewhat effective U Not at all effective 0 Don’t know/not a user

12. Which of the following organizations provides your household’s water and sewer services?
U The City of Rockville U Washington Suburban Sanitary Commission (WSSC) U Don’t know

13. City revenues have decreased, and may continue to decrease, due to declining property values. As a result, the
City may have to either raise taxes or reduce service levels. Which of the following options best indicates
your preferences? (Please select only one.)

Q Strongly support increasing taxes to maintain existing levels of service
U Somewhat support increasing taxes to maintain existing levels of service
0 Somewhat support reducing levels of services and not raising taxes

U Strongly support reducing levels of services and not raising taxes
QO Don’t know

Communication With Citizens

14. In the last 12 months, about how many times, if ever, have you done the following?

Lessthan 1 to 3 times Onceaweek Don’t

Never onceamonth amonth or more know
a. Visited the City of Rockville’s website (www.rockvillemd.gov)............... 1 2 3 4 5
b. Watched Rockville Channel 11 .........ccoooioiioiioeeeeeeeeeeeeeeeeeeeeeee, 1 2 3 4 5

15. If you used the City’s website in the last 12 months, please rate the following aspects. Circle the number
that best represents your opinion.
Excellent Good Fair Poor Don’t know

a. Current INFOrmMAatION ........cocivveiiieicieeceeetee et aenas 1 2 3 4 5
D, APPEATANCE ..ot s 1 2 3 4 5
C. Online Services OfTEred .........covvveieeiieieeeeeeeeeeeeeeeeeee et 1 2 3 4 5
d. Ease of navigation 2 3 4 5
€. Search fUNCLION .......cocviiiiiiecceee ettt aenas 2 3 4 5

16. If you watched Rockville Channel 11 in the last 12 months, please rate the following aspects. Circle the
number that best represents your opinion.
Excellent Good Fair Poor Don’t know

a. Variety of programming ... eeeens 1 2 3 4 5
b. Quality of INfOrmMation ........cccoceuiiiiiiiiiiiiiiieceee e 1 2 3 4 5
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17. In the last 12 months, about how many times, if ever, have you done the following? Attachment A
Less than 1 to 3 times Once aweek Don’t

Never onceamonth amonth or more know
a. Used free wireless Internet (Wili) at a City facility .......cccccoocvvviennce. 1 2 3 4 5
b. Accessed the Internet using a mobile device (tablet, smartphone, etc.)............ 1 2 3 4 5
c. Accessed the City’s website using a mobile device (tablet, smartphone, etc.).. 1 2 3 4 5

18. Please rate your preference for receiving information about the Rockville City government from each of the

following City sources.
Strongly prefer Somewhat prefer Not at all prefer

a. Rockville Reports (the City’s monthly newsletter).........coccoocvvvcncninieienncnnns 1 2 3
b. The Rockville Channel (Cable Channel 11 or Video On Demand)................... 1 2 3
c. City of Rockville’s website (www.rockvillemd.gov) 2 3
d. Public meetings.........cccccovuviiiniiniiiiiiiiiccieccce, 2 3
e. Printed materials (e.g. fliers, postcards, brochures) 2 3
£, Email NOTHICATIONS ...cvviiiiiciiieiriieisicintcinecisectseiet ettt eaenaes 1 2 3
g. A civic association/homeowner association newsletter or listserve................ 1 2 3
h. Social networking (e.g. FFacebook, Twitter, etc.) .......ccccccoeviviiiiiiininiiciiciniaes 1 2 3

19. When thinking about the amount of information you receive about each of the City of Rockville government
functions or activities listed below, do you feel you receive more than enough information, enough information
or not enough information?

More than Not
enough Enough enough
a. Mayor and Council actions ...................... 2 3
b. Environmental INITIAtIVES ......c.coceiiueiiieiiieiieiniieinietseietseeesseeessteesstaesessesssesesesessesesesessesssaessans 2 3
c. Special events (see question H4d for fUll LiSt).......oovueviuerrieiiieirieiicecercecesee e 1 2 3
d. Recreation and Parks aCtiVITIES ..........cccceucuriiiriiiiiiiiicieiciecieicieieieeceeeenesceeseeenesesseaensensnaens 1 2 3
€. Arts and CUltUral @VENTS......ocooiiieiei e 1 2 3
f. Future development in ROCKVILLE ......c.ccccviiiiiiiiiiiiiiiiiiccccccecnecieenee e 1 2 3
g. City Construction projects (e.g. infrastructure, sidewalks, €tC.) .....c.ccocovevierrerrerineerernennes 1 2 3
h. Opportunities to participate in public processes 2 3
1. Boards and COmMIMISSIONS ........iiueuririiirieirinicieteis ettt eae e 1 2 3
J- HISTOTIC PreSeIVATION .......cuuiiiiiiiiiiiiiiicicicie et 1 2 3
k. Public safety (e.g. neighborhood safety concerns, crime reports)...........c.ccccocceveenecinieennee 1 2 3
L. VOlUNtEETr OPPOTTUNITIES ...cvviriiieiiiiaiieietsiiecietetsieieuetseseaeaesesssseseaesesstscaesesesseseaesessescaesesacaenesssnces 1 2 3
m. City of ROCKVIIle DUAGET ..o 1 2 3
n. Bike and pedestrian INIHIATIVES......coccvieiiieiieinieinieiieiseieiseieistees et seeesssaess st sesesesaeseseassaessaens 1 2 3

20. How do you typically get information during power outages caused by storms? (Please check all that apply.)
U On a mobile device (e.g. tablet/smartphone) W At a public facility (e.g. mall, community center, City Hall)
Q Radio O Word of mouth
U I don’t look for information U Other

21. Many people do not vote in the local elections for Mayor and City Council. Please indicate the extent to which
you agree or disagree that each of following reasons may be why people choose not to vote in local elections.

Strongly Neither agree Strongly Don’t

agree Agree nor disagree Disagree disagree know
a. T00 DUSY/NO TIME. ... 1 2 38 4 5 6
b. Just don’t care about local politiCs........ccoueurieurieirincirineieinicinicirieieaes 1 2 3 4 5 6
c. Don’t have enough information about the candidates/issues......... 1 2 3 4 5 6
d. Don’t have a way to get to the polls ... 1 2 3 4 5 6
e. Don’t know whom to vote fOr ... 1 2 3 4 5 6
f. Feel their opinions don’t MAtter ..........ccoocvienieinicnieinieineereneieens 1 2 3 4 5 6
g. Intimidated/overwhelmed by the process..........ccccccocuvivivincinnance. 1 2 3 4 5 6
h. Local elections are not held with general elections.............c..c......... 1 2 3 4 5 6

22. Do you have any additional comments or suggestions that you would like to make regarding the City of
Rockville and/or the City government's services and performance (attach a page if more space is needed)?
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| About You and Your Household

These last questions are about you and your household. Again, all of your responses to this survey are
completely anonymous and will be reported in group form only.

Di1.

How many years have you lived in Rockville?

years

D2. What best describes your home? Isita...

Ds.

U One family house detached from any other houses
O A duplex or townhouse

U A building with three or more units

Q Other

Do you rent or own your home?
U Rent Q Own

D4. About how much is your monthly housing cost

Ds5.

De.

D7.

Ds.

Do.

for the place you live (including rent, mortgage
payment, property tax, property insurance and
homeowners’ association (HOA) fees)?

Less than $599 per month
$600 to $999 per month
$1,000 to $1,499 per month
$1,500 to $2,499 per month
$2,500 to $2,999 per month
$3,000 or more per month

CO0000

Do you have access to the Internet at home,
work or school?

O No O Yes

Does your household subscribe to one of the
following television services?

No Yes
a. Cable television Service.........ovmvevveveeennee. (| a
b. Satellite SErVICE .....oooemeeeeeeeeeeeeeeeeeeeeens a a4

No Yes
a. recreation Or €XErciSe .........ooomeverrrrvans a a
b. commuting to school...........cccccvivcivcinnn. a a
c. commuting to WOrk .....c.ccccvceverivcriverincnene. Q Q
d. transportation for other kinds of trips....d 1

Are you Spanish/Hispanic/Latino?
QO No O Yes

‘What is your race? (Please check all that apply.)

American Indian or Alaskan native
Asian or Pacific Islander

Black or African American
White/Caucasian

Other

COo000O

2012 City of Rockuille Citizen Survey

D10. Do you speak a language other than English at

home?

U No, English only 2 GO TO QUESTION D12

U Yes 2 which language?
U Persian/Farsi U Spanish W Chinese [ Korean
U Viethamese W Russian [ Other

D11. How well do you speak English?

Die.

Dis.

D14.

Dis.

Die.

D17.

Dis.

O Very well U Well O Notwell U Notat all
What is your sex?
O Male O Female

In which category is your age?

Q 18-24 years L 55-64 years

Q 25-34 years L 65-74 years

Q 35-44 years L 75 years or older
O 45-54 years

‘What was your household’s total annual income
in 2011?

O Less than $25,000
O $25,000 - $49,999
O $50,000 - $99,999

O $100,000 - $149,999
W $150,000 - $199,999
U $200,000 or more

No Yes
Do any children 12 or under live in your
household? ..., a d
Do any teenagers aged between 13 and
17 live in your household? .................. a d
Are you or any other members of your
household aged 60 or older? .................. a a

Did you vote in the November 2011 City of

Rockville Mayor and Council election?

U No

O Yes

Q Ineligible to vote
U Don’t know

Thank you very much for completing this survey.
Your opinions and feedback are appreciated.

Please return this survey in the enclosed postage-
paid envelope to:

City of Rockville
111 Maryland Avenue
Rockville, MD 20850
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Dear Rockville Resident,

Just a reminder — it you have not yet completed the 2012
Rockville Citizen Satistaction Survey, please do so.

If you have already returned the questionnaire, you do not
need to do anything. If you still have NOT returned the
questionnaire, please take a few moments to find the survey,
answer the questions, and mail it as soon as possible using
the enclosed postage-paid envelope. If you have misplaced
the survey, and need another copy, please call Louise Atkins
at 240-314-8139 and she will mail another to you.

Thank you very much!

Dear Rockville Resident,

Just a reminder — if you have not yet completed the 2012
Rockville Citizen Satisfaction Survey, please do so.

[f you have already returned the questionnaire, you do not
need to do anything. If you still have NOT returned the
questionnaire, please take a few moments to find the survey,
answer the questions, and mail it as soon as possible using
the enclosed postage-paid envelope. If you have misplaced
the survey, and need another copy, please call Louise Atkins
at 240-314-8139 and she will mail another to you.

Thank you very much!
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Attachment A
Dear Rockville Resident,

Just a reminder — if you have not yet completed the 2012
Rockville Citizen Satisfaction Survey, please do so.

[f you have already returned the questionnaire, you do not
need to do anything. If you still have NOT returned the
questionnaire, please take a few moments to find the survey,
answer the questions, and mail it as soon as possible using
the enclosed postage-paid envelope. If you have misplaced
the survey, and need another copy, please call Louise Atkins
at 240-314-8139 and she will mail another to you.

Thank you very much!

Dear Rockville Resident,

Just a reminder — if you have not yet completed the 2012
Rockville Citizen Satisfaction Survey, please do so.

[f you have already returned the questionnaire, you do not
need to do anything. If you still have NOT returned the
questionnaire, please take a few moments to find the survey,
answer the questions, and mail it as soon as possible using
the enclosed postage-paid envelope. If you have misplaced
the survey, and need another copy, please call Louise Atkins
at 240-314-8139 and she will mail another to you.

Thank you very much!
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