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More than 2,150,000 Persons Surveyed Since 2007 
for more than 900 communities in 49 States

A National Leader in Market Research 
for Local Governmental Organizations
…helping City and County governments gather and use survey data to enhance 

organizational performance for more than 30 years
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ETC Institute
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Administered surveys in 40 Texas cities & 
counties
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• To objectively assess satisfaction among 
residents with the delivery of City services

• To help determine priorities for the 
community

• To measure trends from previous survey

• To compare the City’s performance with 
other cities across regionally and nationally 
the U.S.

Purpose
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Methodology
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• Survey Description 
 six-page survey; includes many of the same questions asked on 

previous surveys 
 2nd citizen satisfaction survey conducted for the City

• Method of Administration  
 by mail, online and phone to random sample of City residents
 each survey took approximately 15-20 minutes to complete

• Sample size:
 goal number of surveys: 400
 goal exceeded: 434 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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Location of Survey Respondents

Cedar Hill 2018 Citizen Satisfaction Survey



Bottom Line Up Front
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 Residents Have a Positive Perception of the City
 84% are satisfied with Cedar Hill as a place to live; only 6% are 

dissatisfied

 Satisfaction with City Services Is Much Higher in Cedar 
Hill Than in Other Communities
 Cedar Hill rated above the U.S. Average in 54 of 67 areas, and above 

the Texas Average in 55 of 67 areas
 Satisfaction with customer service from City employees rated 30% 

above the U.S. Average and 26% above the Texas Average

 Opportunities for Improvement that Will Have the Most 
Positive Impact on Overall Satisfaction Over the Next 
Few Years:
 Flow of Traffic & Congestion Management
 Enforcement of City Codes & Ordinances
 Maintenance of City Streets, Buildings, Facilities



Major Finding #1
Residents Have a Positive 

Perception of the City
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All areas are in BLUE, 
which indicates that

residents in all parts of 
the City are satisfied

Cedar Hill as a Place to Live

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

City of Cedar Hill 2018 Community Survey
Mean rating for all respondents by CBG (merged as needed)
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All areas are in BLUE, 
which indicates that

residents in all parts of 
the City are satisfied

Overall Quality of Police, Fire, and Emergency Medical Services

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

City of Cedar Hill 2018 Community Survey
Mean rating for all respondents by CBG (merged as needed)
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12Most Residents Feel Good About Living in Cedar Hill 12



13Satisfaction Is High for Most City Services 13
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14Most Residents Feel Safe in Their Neighborhood During the Day and at Night 14



Major Finding #2
Trend Analysis
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Trend Analysis
Notable Increases in Satisfaction Since 2016
 Police response time
 Number of walking and biking trails 
 Quality of drainage infrastructure
 Quality of community event programming

Notable Decreases in Satisfaction Since 2016
 Bulky item pick up/removal services
 Quality of yard waste and brush collection
 Quality of residential curbside recycling services
 Cedar Hill as a place to retire
 Quality of residential garbage collection

Solid Waste Services Is the Area with the Most Significant Decreases in Satisfaction Since 2016 16



Major Finding #3
Satisfaction with City Services Is 
Much Higher in Cedar Hill Than 

in Other Communities
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Significantly Higher: Significantly Lower: 18



Significantly Higher: Significantly Lower: 19



Significantly Higher: Significantly Lower: 20



Significantly Higher: Significantly Lower: 21



Significantly Higher: Significantly Lower: 22



Significantly Higher: Significantly Lower: 23



Significantly Higher: Significantly Lower: 24



Significantly Higher: Significantly Lower: 25



Major Finding #4
Top Priorities for Investment
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27Overall Priorities:
27



28Maintenance Priorities:
28



29Police, Fire and EMS Priorities:
29



Other Findings
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10% or Less Are Dissatisfied with All Services 31



Dissatisfaction Ratings Are Low with All Services 32



73% of Residents Feel It Was Easy or Somewhat Easy to Address Their Issue 
When Contacting the City 33
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Summary
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 Residents Have a Positive Perception of the City
 84% are satisfied with Cedar Hill as a place to live; only 6% are 

dissatisfied

 Satisfaction with City Services Is Much Higher in Cedar 
Hill Than in Other Communities
 Cedar Hill rated above the U.S. Average in 54 of 67 areas, and above 

the Texas Average in 55 of 67 areas
 Satisfaction with customer service from City employees rated 30% 

above the U.S. Average and 26% above the Texas Average

 Opportunities for Improvement that Will Have the Most 
Positive Impact on Overall Satisfaction Over the Next 
Few Years:
 Flow of Traffic & Congestion Management
 Enforcement of City Codes & Ordinances
 Maintenance of City Streets, Buildings, Facilities



Questions?

THANK YOU!!
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