
2017 Citizen Satisfaction Survey
City of Plano, Texas

Presented by

March 2018
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More than 2,150,000 Persons Surveyed Since 2007 
for more than 900 cities in 49 States
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• To objectively assess resident satisfaction 
with the delivery of City services

• To help determine priorities for the 
community

• To measure trends from previous surveys

• To compare Plano’s performance with other 
cities regionally and nationally

Purpose
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Methodology
• Survey Description

 six-page survey; included many of the same questions that were 
asked in previous surveys

 3rd citizen satisfaction survey for the City

• Method of Administration
 by mail and online to randomly selected sample of households 

throughout the City

 each survey took approximately 15-20 minutes to complete

• Sample size:
 goal number of surveys: 400

 goal far exceeded: 506 completed surveys

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

• Confidence level:  95% 

• Margin of error:  +/- 4.3% overall
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City of Plano 2017 Citizen Satisfaction Survey

Good representation 

throughout the City

Location of Survey Respondents
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Bottom Line Up Front

7

 Residents Have a Very Positive Perception of the City
 91% are satisfied with overall quality of services provided by the 

City; only 2% are dissatisfied
 90% are satisfied with overall quality of life in the City; only 3% are 

dissatisfied

 Satisfaction Ratings Are Similar to Previous Surveys, and 
Remain Among the Highest in the Nation

 Satisfaction with City Services Is Much Higher in Plano 
Than Other Communities
 Plano rated above the U.S. Average in 24 of the 26 areas that were 

compared
 Satisfaction with the overall quality of City services rated 42% 

above the U.S. Average
 Satisfaction with customer service from City employees rated 34% 

above the U.S. Average

 Top Overall Priorities for the City: 
 Maintenance of City Streets and Sidewalks
 Police Services



Major Finding #1
Residents Have a Very Positive 

Perception of the City
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91% of Residents Are Satisfied with the Overall Quality of Services Provided by the City; 
Only 2% Are Dissatisfied
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All City Services Received High Ratings 10



Most Residents Feel Safe in Their Neighborhood During the Day and at Night 11



All areas are in BLUE, indicating that residents in all parts of 
the City are satisfied with the overall quality of City services

Overall Quality of Services Provided by the City of Plano
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Citizen Satisfaction
Mean rating on a 5-point scale

ETC INSTITUTE

1.0-1.8 Very Dissatisfied

1.8-2.6 Dissatisfied

2.6-3.4 Neutral

3.4-4.2 Satisfied

4.2-5.0 Very Satisfied

No Response



All areas are in BLUE, indicating that residents in all parts 
of the City feel safe in their neighborhood after dark

Feeling Safety in Your Neighborhood After Dark
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Citizen Satisfaction
Mean rating on a 5-point scale

ETC INSTITUTE

1.0-1.8 Very Unsafe

1.8-2.6 Unsafe

2.6-3.4 Neutral

3.4-4.2 Safe

4.2-5.0 Very Safe

No Response



Major Finding #2
Trend Analysis
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Notable Short-Term Increases Since 2015
City parks
Management of storm water run-off
Animal services
Recreation programs and facilities
Useful of info available on City’s website

Notable Short-Term Decreases Since 2015
Road traffic congestion
Traffic signal system
DART service
Value received for taxes and fees
Pedestrian safety

Short-Term Trends
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Notable Long-Term Increases Since 2012
Animal services
Library services
Management of storm water run-off
Recreation programs and facilities
Appearance of neighborhoods

Notable Long-Term Decreases Since 2012
Road traffic congestion
Traffic signal system
Maintenance of City streets and sidewalks
Pedestrian safety
DART service

Long-Term Trends
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Major Finding #3
Satisfaction with City Services Is 

Much Higher in Plano Than 
Other Communities



Plano Rates Significantly Higher Than the National Average in 
All 15 Major Categories of City Services 18



The City’s Overall Satisfaction Rating Is 42% Above the National Average
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The City Rates Much Lower Than the National Average in Traffic Congestion
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Plano Rates Much Higher Than the National Average in All Areas of Communication
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Major Finding #4
Top Priorities for Investment



23Top Priorities:
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Other Findings
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More Than 3/4 of Residents Get Information About the City Through the City’s Website 25
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Children, Preschoolers, and Seniors Are the Groups That Were Rated as the Most Important, 
but for All Groups More Than 70% Rated Them as Important
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Most Residents Prefer to Keep the Current Tax Rate to Maintain the Current Level of Service, 
Rather Than Lower Taxes and Cutting Services 33



Summary
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 Residents Have a Very Positive Perception of the City
 91% are satisfied with overall quality of services provided by the 

City; only 2% are dissatisfied
 90% are satisfied with overall quality of life in the City; only 3% are 

dissatisfied

 Satisfaction Ratings Are Similar to Previous Surveys, and 
Remain Among the Highest in the Nation

 Satisfaction with City Services Is Much Higher in Plano 
Than Other Communities
 Plano rated above the U.S. Average in 24 of the 26 areas that were 

compared
 Satisfaction with the overall quality of City services rated 42% 

above the U.S. Average
 Satisfaction with customer service from City employees rated 34% 

above the U.S. Average

 Top Overall Priorities for the City: 
 Maintenance of City Streets and Sidewalks
 Police Services



Questions?

THANK YOU!!
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