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Purpose

To objectively assess the quality of City
services that are provided to businesses in
Plano

To identify ways improve the quality of City
services that are provided to businesses in
the community

To assess the City’'s performance over time



= Methodology —

Survey Description

Six-page survey; included many of the same questions
from previous surveys

3'd business survey conducted for the City

Method of Administration

by mail, phone and online to a random sample of
business owners/managers in the City

took about 15-20 minutes to complete
Sample size:
403 completed surveys

Confidence level: 95%
Margin of error: +/- 5.0% overall



Topic #1.

Characteristics of the
Business Community



What type of business is your establishment?

by percentage of businesses surveyed

Retail establishment

Health care

Eating & drinking establishment
Professional, scientific, technical
Construction

Finance & insurance

Small office

Information services
Manufacturing
Wholesale/distribution

Real estate management
Amusement/recreation

Auto dealer

Real estate sales

Hotel

Church/religious organization
(zas station
Telecommunications
Agriculture

Grocer

Other

16%
16%

Good Representation by
Type of Business

11%

0% 10% 20%
Source: ETC Institute (2018 City of Flano Business Survey)

30%



Number of Years Business Has Been
Operating in the City of Plano

by percentage of businesses surveyed (excluding “not provided”)

6 to 10 years
17%

S years or less
21%

11 to 15 years
16%

31+
13%
16 to 20 years

17% .
Good Representation
21 to 30 years by Number of Years in
18% the City

Source: ETC Institute (2018 Citv of Plano Business Swrvey)




In the past 12 months, has your business expanded
through job creation?

by percentage of businesses surveyed

Don't Know
4%

Source: ETC Institute (2018 Citv of Plano Business Survey)






Satisfaction with Items That Influence
Perceptions of Plano

by percentage of businesses who rated the temas a 1 to & on a 5-point scale, where a rating of &
meant "very satisfied" and a rating of 1 meant "very dissatisfied” (excluding “don't know")

1%
Overall quality of life 38% 5%
1%
Owerall image of the City 39% 6% [
. . i 1%
Overall quality of City services 43% 7%
1%
Overall feeling of safety 41% 8% [
Quality of public education 35% 10% p%
Quality of new development in the City 39% 13% |5%
Availability of higher education 38% 16% [
(1% 20% 40% 60% 80% 100%

|-"u-’er§,f Satisfied (5) MSatisfied (4) OINeutral (3) EDissatisfied (1/2) |

Sowrce: ETC Institute (2018 Citv of Plano Business Siupvev)

Businesses Gave High Ratings in All Areas, But Especially for the Quality of Life, Image of the City,

Quality of City Services, and Feeling of Safety in the City



Perceptions of the Overall Business Atmosphere
Compared to Two Years Ago

by percentage of businesses surveyed

Better
39%

Don't know
14%
Worse
4%
No change, but good No change, but poor
42% 2%

Source: ETC Institute (2018 City of Plano Business Survey)
81% of Businesses Feel the Business Atmosphere in Plano Remains Good or Has Gotten Better in the Past Two

Years; Only 6% Feel the Business Atmosphere Is Poor or Has Gotten Worse 12



How satisfied is your business with:

by percentage of businesses who rated the temasa 11to 5 on a 5-point scale,
where 5 means "very satisfied" and a rating of 1 meant "very dissatisfied” (excluding “don’t know")

Working to attract new businesses to Plano 39% 16%  p
Supporting business growth & development 43% 15%  |a=
Working to retain existing businesses in Plano 39% 17% [T%
Creating aftractions/events to bring 37% og9. av,
residents from surrounding towns to Plano
Promoting resident support of local businesses 32% 30% 13%
Working on road conditions 32% 23% 20%
Working on easing traffic congestion 29% 26% 26%
0% 20% 40% 60% 80% 100%
m\/ery Satisfied () @mSatisfied (4) OMeutral (3) @mDissatisfied (1/2)

Source: ETC Institute (2018 Citv of Plano Business Survey)
Businesses Gave High Ratings for How Well the City Works to Attract New Businesses, Supports Business Growth, and

Works to Retain Existing Businesses, But There Are Some Concerns with Traffic Congestion and Road Conditions



How likely would you be to recommend Plano as a
business location to friends, family and co-workers?

by percentage of businesses surveyed

Very likely
54%

2% 2%
Not likely at all

Somewhat likely
9%

Source: ETC Institute (2018 City of Plano Business Survey)
85% of Businesses Would Be Very Likely or Likely to Recommend Plano as a Business Location;

Only 4% Would Not Be Likely to Recommend Plano



How would you rate the physical appearance of
the area where your business is located?

by percentage of businesses surveyed

Good
37%

Very Good
37%

Average

22% Poor  Don't know
4% 1%

Source: ETC Institute (2018 City of Plano Business Survey)
74% of Businesses Rated the Physical Appearance of the Area Near Their Business as Very Good or Good;

Only 4% Gave a Rating of Poor



Ratings of the Labor Pool in Plano

by percentage of businesses who rated the item as a 1 to 5 on a 5-point scale, where a rating of 5 meant
“very good" and a rating of 1 meant "very poor” (excluding “don’t know”)

Quality of labor 43% 22% 8%
Attitude of employees 40% 26% 6%
Productivity of workforce 43% 27% 5%
Stability of city's labor force 42% 29% 7%
Job skills of labor force 42% 29% 7%
Availability of labor 40% 24% 15%
0% 20% 40% 60% 80% 100%
W \Very Good @mGood [JAverage mPoor/Very Poor

Source: ETC Institute (2018 City of Plano Business Survey)

Businesses Gave Strong Ratings for the City’s Labor Pool
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Satisfaction with Various City Services,
Departments and Programs

by percentage of respondents who rated the item on a 5-point scale, where a rating of 5 meant
"very satisfied" and a rating of 1 meant "very dissatisfied” (excluding “don’t know”)

Police Department 77% 20% 1*- 2%
9-1-1 Services 7% T 20% B4
Emergency Medical Services 76% | 19% T
Fire Inspection 67% 27I% 5% 27
Water and Sewer Billing 55% 34% | 8% [3%
City Hall (General) 55% T 3% | 8% %
Building Inspections-Permitting 54% | 31% I 1% |4%
Environmental Health Inspection 54% | 31% 10% |5%
Recycling Services 58% | 26% 10% | 6%
Trash Services 53% | 29% 1% | 6%
Police Traffic Enforcement 61% | 21% | 7% | 1%
Street Drainage 60% 21% I 9% | 10%
Property Standards 41% 36% | 14% 9%
Street Maintenance 36% 33% | 16%I 14%
Planning and Zoning 40% | 29% | 1E%I 15%
0% 20% 40% 60% 80% 100%

W\ery Satisfied (5) @Satisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2018 City of Plano Business Survey)

Satisfaction Is High for City Services and Departments




City Services, Departments and Programs
Most Important to Plano Businesses

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

Police Department

Fire Inspection

I 34%
R 22
B I '
a1
K

Building Inspections-Permitting

Street Maintenance

Trash Services

9-1-1 Services - 16%
Emergency Medical Services | - 15% I
Water and Sewer Billing . 12%
Environmental Health Inspection - 10%
Planning and Zoning - 1 0%
Property Standards - 8%
Recycling Services - 6% :
Street Drainage - 6%
Police Traffic Enforcement . 6%
City Hall (General) [l [ 5% , ,
0% 10% 20% 30%

40%

| 1st Choice [12nd Choice B3rd Choice

Source: ETC Institute (2018 Citv of Plano Business Survey)
The Most Important Services for Businesses Are: 1) Police Department, 2) Fire Inspection,

3) Building Inspections-Permitting and 4) Street Maintenance




Satisfaction with City Codes and Regulations

by percentage of businesses who rated the item as a 1 to 5 on a 5-point scale, where a rating of 5 meant
"very satisfied" and a rating of 1 meant "very dissatisfied” (Excluding "Don’t Know”)

Environmental health regulations 48% | | 20% 4%
Trash disposal regulations 47% | 20% 4%
Health inspection regulations 40% | 24% B%
Restaurant inspection regulations 39% | | 25% B%
Requirement for proper business 45Y% ' '24% -
appearance and maintenance . |
Landscaping codes 45% 27% 5%
Recycling disposal regulations 37% | 25I% 8%
Zoning codes 43% | 25'3If.3 9%
Business parking regulations 4I5% | 2?%I 10%
Business signage regulations 455% | 27% | 1%
0% 20% 40% 60% 80% 100%
mVery Satisfied (5) mSatisfied (4) (INeutral (3) mDissatisfied 1/2

Source: ETC Institute (2018 City of Plano Business Survey)

Satisfaction Is High for City Codes and Regulations



Overall, how would you rate the City of Plano’s
customer service?

by percentage of businesses surveyed

Very Good
57%

Poor/Very Poor
2%

Good Average
30% 1%

Source: ETC Institute (2018 City of Plano Business Survey)
87% of Businesses Rate the City’s Customer Service as Very Good or Good;

Only 2% Gave a Rating of Very Poor or Poor



Topic #4

Reasons Businesses
Decided to Locate In Plano



Importance of Various Factors in Deciding
to Locate Your Business in Plano

by percentage of businesses who rated the item as “extremely important”, “very important” or “important”

95%
94%
94%
93'3%.}
92%?
85%
85%

81%

78%

7%

76%

1%

66% |

65%

64%

Availability of libraries, arts, cultural amenities ;59%

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

Low crime rate

Availability of telecommunications, utilities, other
infrastructure

Attitude of local government toward business

Access to the major highway system

Overall image of the City

Level of taxation

Proximity of businesses that are important

Availability of trained employees

Quality of local schools

Availability of quality housing/other amenities

Appearance of street medians

Availability of parks and open space

Availability of local economic incentives

Access to airports

Availability of public transportation

|-Extremely important EVery important Edlmportant |

Source: ETC Institute (2018 City of Plano Business Survey)
Most Important Reasons for Businesses Deciding to Locate in Plano Are: 1) Low Crime Rate, 2) Availability of

Telecommunications, Utilities, Other Infrastructure, and 3) Attitude of Local Gov. Towards Business



Issues That Will Have the Most Impact Businesses
Decision to Stay in Plano for the Next 10 Years

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

Low crime rate

Access to major highway system

Overall image of City

Level of taxation

Availability of telecommunications, utilities, other
infrastructure
Availability of trained employees

Proximity of businesses that are important
Attitude of local government toward business
Availability of quality housing & other amenities
Quality of local schools
Availability of local economic incentives
Availability of public transportation
Access to airports

Appearance of street medians

Availability of libraries, arts, cultural amenities

Availability of parks & open space

0% 10% 20% 30% 40%

|m1st Choice [12nd Choice M3rd Choice |

Source: ETC Institute (2018 City of Plano Business Survey)
Reasons That Will Have the Biggest Impact on Businesses Staying in Plano for the Next 10 Years Are:

1) Low Crime Rate, 2) Access to Major Highways, and 3) Overall Image of the City



lopIlc #5
Communication

25



Ratings of the City of Plano Website

by percentage of businesses who have used the City's website (excluding “don't know”)

Useful 42% 14% |5%

Informative content 45% 14% (4%

Easy to navigate 45% 17% 4%
0% 20% 40% 60% 80% 100%

MVery Good OGood [CJAverage EPoor/Very Poor

Source: ETC Institute (2018 City of Plano Business Survey)
Most Businesses That Have Used the City Website Feel it Has Informative Content, Is Useful, and Easy to

Navigate; 5% or Less Rated Any of These Areas as Poor



What are the best ways for the City to communicate
with your business?

by percentage of businesses surveyed (excluding “don't know”)

Emails 55i3%
Direct mail I
Personal calls
Website

Facebook

Business forums

Other social media 3%
City TV channel 3%
Workshops 3%
Twitter 3%
Other 3%

0% 1 d‘% 26°fo 3d% 46% 56% 66%

Source: ETC Institute (2018 City of Plano Business Survey)



Overall, how would you rate how well the City of Plano
does communicating with business owners and managers?

7 by percentage of businesses surveyed (excluding “don't know”)

Very good
15%

Good

439% Very poor

4%

Poor
7%

Average
30%

Source: ETC Institute (2018 City of Plano Business Survey)
58% of Businesses Feel the City Does a Very Good or Good Job Communicating with Business

Owners/Managers; 11% Gave a Rating of Very Poor or Poor



Other Findings




— /i
Is the City doing enough street repair?

by percentage of businesses surveyed

Not enough
31%
About right
62%

Not provided
1%
Too much

6%

Source. ETC Institute (2018 City of Plano Business Survey)
30



e
How does the City of Plano property taxes >
compare to surrounding communities?

by percentage of businesses surveyed

Higher
33%

Lower
7%

Don't know/unsure
28%

About the same
33%

Source: ETC Institute (2018 City of Plano Business Survey)
31



Which statement best describes how you feel about
the taxes you pay to the City?

by percentage of businesses surveyed

Property taxes are just right for the
amount and quality of City
services received

34%

Property taxes are too high for the
quality of services received

Property taxes are high, but the City is
providing more services at a higher
quality than expected

Property taxes are too low for
the amount and quality of
City services received

Don't know/unsure 30%

0% 10% 20% 30% 40% 50%

Source: ETC Institute (2018 City of Plano Business Survey)



How would you rate the importance of increasing the
capacity along US 757
by percentage of businesses surveyed

Extremely important
47%

Don't know
5%
Not at all important
3%

Not important
6%

Important Somewhat important
22% 17%



In the next 12 months, is your business
considering any of the following?

by percentage of businesses surveyed

Expanding your business in Plano

Relocating to location outside Plano

Relocating to another location in Plano

Downsizing

Closing

Don't know

None of these 57%

0% 20% 40% 60% 80%

Source: ETC Institute (2018 City of Plano Business Survey)
34
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= Summary =

Businesses have a very positive perception of the
City

Businesses have a very high level of satisfaction
with City services

The most important City services to businesses:
1) Police Department, 2) Fire Inspection, 3)
Building Inspections-Permitting, and 4) Street
Maintenance

Top reasons businesses plan to stay in Plano: 1)
Low crime rate, 2) Access to major highways, and
3) Overall image of the City

36






