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ETC Institute
~ 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

More than 2,050,000 Persons Surveyed Since 2006
for more than 850 cities in 49 States
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~— Methodology

Survey Description

seven-page survey

Method of Administration

by mail, phone and online to all households in the Village
each survey took approximately 15-20 minutes to complete

Sample size:
goal number of surveys: 400
goal far exceeded: 608 completed surveys

Confidence level: 95%

Margin of error: +/- 4.0% overall
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~—— Bottom Line Up Front™ _—

Residents Have a Very Positive Perception of the Village
99% rated Glencoe as an excellent or good place to live

98% rated Glencoe as an excellent or good place to raise children

Glencoe Rated Significantly Higher Than Other

Communities in Nearly All Areas That Were Compared
Overall satisfaction with Village services rated 36% above the U.S.
Average, and 46% above the East Central Regional Average

Village rated above the U.S. Average and the East Central Average
in 42 of 44 areas

Top community priorities for over the next 2 years:
Flood Prevention & Stormwater Management
Crime Prevention
A Vibrant Downtown



Major Finding #i

Residents Have a Very Positive
Perception of the Village




Q1. Quality of Life in the Village of Glencoe

by percentage of respondents (excluding don't knows)

Glencoe as a place to live 19% w

20%

&

Glencoe as a place to raise children

Overall quality of life in Glencoe

40% A%

Variety of recreational activities 42% | 19% 9%
Glencoe as a place to visit 36% | ‘IIQ% 9%
As a community moving in the right direction 36% | 2?";& 8%
Glencoe as a place to work ‘Ilﬁ% | 38% | 1%
Glencoe as a place to retire 22I% I29% | 21%

Variety of shopping opportunities E¥A

20% 2T% 48%

Variety of options for eating/dining ¢ 21% 26% 50%

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

B Excellent (5) E2Good (4) CINeutral (3) EBelow Average/Poor (1/2)

99% of Residents Rated Glencoe as an Excellent or Good Place to Live, and 98% Rated Glencoe

as an Excellent or Good Place to Raise Children 10



Q2. Overall Perceptions and Characteristics of the
Village of Glencoe

by percentage of respondents (excluding don't knows)

Feeling of safety in your community 13% 25% P
Feeling of safety in your neighborhood 72% 25% P+
Overall image and reputation of Glencoe 64% 1% 5%
Quality of the library 66% 28% 5%
Appearance of the Village 52% 42% 5%
Overall quality of Village services 56% 36% 6%
Quality of schools 63% 28% | 7%
Ease of access to public transportation 60% 30% | 9%
Ease of access to places you usually visit 49% 39% | 10% px
Ease of access to Village staff 49% 37% | 12%
Quality of parks and recreation services 44% 42% 1%}
Responsiveness of Village staff 49% 34% | 12% [6%
Village financial condition 37% 40% | 20% M
Access to hospitals and medical services 34% 42% | 21%
Sense of community 33% | 42% | 19% 6%
Value received for your Village tax dollars & fees 24% 48% | 18% | 1%
Ease of access to Village Board of Trustees 31% 29% | 35% |5%
Responsiveness of Village Board of Trustees 29% 29% | 36% | 6%

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

mVery Satisfied (5) EaSatisfied (4) CONeutral (3) EDissatisfied (1/2)

92% of Residents Are Satisfied with the Overall Quality of Services Provided by the Village,

Compared to Only 2% Who Are Dissatisfied



Maijor Finding #2

Satisfaction Ratings Are High
for Village Services




Q3. Overall Look and Feel of the Village of Glencoe

by percentage of respondents (excluding don't knows)

Owverall cleanliness of streets and public areas 28% ;
Cleanliness of the downtown 29% J
Maintenance of green spaces and parks 29%

Mowingfrimming along streets and public areas

Quality of urban forest 2% 8% \n
Code enforcement 41% 12% [6%
Maintenance of unigque architectural character 32% 17% 10%

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

WVery Satisfied (2) E@Satisfied (4) ONeutral (3) EDissatisfied (1/2)

Source: ETC Imstitute (2015 - Village of Glencoe, IL)



Q4. Overall Maintenance in the Village of Glencoe

by percentage of respondents (excluding don't knows)

Maintenance of the Village's downtown o7 % )ﬂ
Maintenance of traffic signals 8% ‘5
Maintenance of Village-owned buildings 8% I ‘5%
Maintenance of Village streets 40% I |5%|~
Maintenance of street signs 9% 6% i
Maintenance of public parkway trees 33% 8%
Plowing of Village streets 36% I 7% |415.
Maintenance of sidewalks 44% I 10% |5%
Plowing of sidewalks 8% I I 1IH% 10%
Adequacy of Village street lighting 5% 18% 16%
0% 20% 40% 60% 80% 100%

WmVery Satisfied (3) (A5atisfied (4) ONeutral (3) @Dissatisfied (1/2)

Source: ETC Institute {2015 - Village of Glencoe, IL)



Q6. Satisfaction with Utility Services

by percentage of respondents (excluding don't Knows)

—

Residential garbage collection service 28% e
Residential recycling service EEI% 5% 1
Drinking water 28% 6% |1
Utility account maintenance & customer service o1 I 11%
Sanitary sewer services 3% 13% |6%
storm water management and drainage 27 19% 22%
0% Eﬂl% 4EII% Eﬂl% Eﬂl% 100%

m\ery Satisfied (5) m@Satisfied (4) CINeutral (3) mDissatisfied (1/2)

Source: ETC Institute (2015 - Village of Glencoe, IL)



Q13. Satisfaction with
Police, Fire and Paramedic Services

by percentage of respondents (excluding don't knows)

Cwerall quality of fire protection services 69% 2T% F%F

Cwerall gquality of emergency medical services 71% 24% E-%iw-

Owverall quality of fire emergency response times 72% 23% 5',@|»
Overall quality of EMS emergency response times _W_ 22% 54

Overall quality of police response times 68% 2:;"% Emf

Overall quality of police services 60% 32% ?%Iﬂ

Visibility of Public Safety in neighborhoods 58% S0 B%f

Cwerall quality of non-emergency services 66% 25% 7%

Quality of public safety education programs 58% 29% I 12% f

Visibility of Public Safety in retail areas 51% | I 12% },.

Efforts to prevent serious crimes 52% 34% 11%

Efforts to prevent lesser crimes 48% 34% 15% |n

Enforcement of traffic laws 40% ¢ﬁ% 14% |[6%

Enforcement of parking laws 9% 48% 18% | 8%

0% 20% 40% 60% 80% 100%
mVery Satisfied (5) Ea@Satisfied (4) ONeutral (3) @Dissatisfied (1/2)

Source: ETC Institute (2015 - Village of Glencoe, IL)



Q15. Satisfaction with
Quality of Village Communications

by percentage of respondents (excluding don't Knows)

Quality of Village newsletter

Quality of Village's website

Quality of Village's e-mail blast

Availability of information on services & programs

Transparency of Village information

Quality of Village's social media

Quality of Village Board meeting web streaming

0%

46% 11% ’-
42% 19% }ﬂi

36% 18% }55
44% 22% }aﬂ

46% 27% 8%
1% | :}:4% 1’%
25% | 35";".: }ﬂh

2EII% 4ﬂl% EI'.'II% BEII%

100%

m\Very Satisfied (5) mSatisfied (4) ONeutral (3) mDissatisfied (1/2)

Source: ETC Institute 2015 - Village of Glencoe, IL)



Q18.4 Agreement with Various Aspects of
Customer Service

by percentage of respondents who had contac ted the Village during the past year (excluding don't Knows)

They were courteous and polite 26% e

They gave prompt/accurate/complete answers 26% 7% 6%
The call or inquiry was answered promptly 29% 7% | %
They responded in a timely manner 25% 6% | 9%

They helped resolve the issue

24% 7% | 10%

The inquiry was resolved by first employee 2T% 11%

14%

0% 20% 40% 60% 80%

100%

W Strongly Agree (5) EJAgree (4) ONeutral (3) @Disagree (1/2)

Source: ETC Institute (2015 - Village of Glencoe, IL)



Q12. Satisfaction with Glencoe Golf Club

by percentage of respondents who have used the Glencoe Golf Club facilities in the past 24 months

Overall playing conditions of the course

Quality of golf instruction

Cost of green fees for value of course

Quality of the driving range

Quality of food service

Quality of the clubhouse

45% 12% H
49% | I31'"a’u 1
o9 | EBI% 6%
28% 21%
;-3% | 16%
4% | | 28%
0% EI'JI% 4[‘“;‘6 Eﬂl% E[II% 100%

m\ery Satisfied (5) E@Satisfied (4) ONeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2015 - Village of Glencoe, IL)



Maijor Finding #3

Top Community Priorities




Q19.1 Community Priorities That Should Receive the
Most Emphasis Over the Next Two Years

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

] 42%
[ ] [T ]35%;
[ 1 O J32%

L] L ]31%
o

. B [26%
| 123% |

[ ] [ 123%

I 17%

[ T ] 16%

T [ 13%

[l 1%

| W [ 10%

[T 8%

[l 8%

W 7%

Arts and cultural amenities || 5% |

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

M 1st choice 2nd choice M3rd choice m4th choice @5th choice

Flood prevention & stormwater management
Crime prevention

Vibrant downtown
Variety of restaurants in the downtown
Overall quality of services provided
A balanced Village budget
Variety of retail in the downtown

Overall quality of life
Availability of parking in the downtown
Quality and drivability of Village streets
Green space
Walkability of the downtown and other areas
Availability & integration of biking lanes/trails
Diversity of housing choices
Historic preservation

Environmental awareness

The Community Priorities That Residents Feel Should Receive the Most Emphasis Over the Next Two Years

Are: 1) Flood Prevention & Stormwater Management, 2) Crime Prevention, and 3) a Vibrant Downtown



Importance-Satisfaction Analysis

Top Priorities for Maintenance, Utilities, and
Police, Fire and Paramedic Services

Highest Priorities
» Storm Water Management and Drainage
» Adequacy of Village Street Lighting

Medium Priorities

» Plowing of Sidewalks

» Maintenance of Sidewalks

» Efforts to Prevent Lesser Crimes
> Efforts to Prevent Serious Crimes

22



= Summary

Residents Have a Very Positive Perception of the Village
99% rated Glencoe as an excellent or good place to live
98% rated Glencoe as an excellent or good place to raise children

Glencoe Rated Significantly Higher Than Other
Communities in Nearly All Areas That Were Compared

Overall satisfaction with Village services rated 36% above the U.S.
Average, and 46% above the East Central Regional Average
Village rated above the U.S. Average and the East Central Average
in 42 of 44 areas

Top community priorities for over the next 2 years:
Flood Prevention & Stormwater Management
Crime Prevention
A Vibrant Downtown
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Investment in Community Services

99% 95% 94% 94%

rated Glencoe as an are very satisfied or satisfied are very satisfied or satisfied thought that whan they spoke
excellent or good with the police, fire and with maintenance of the with our employees, the
place to live emergency medical services downtown, traffic signals, employess weare courteous
provided by the Public municipal buildings and streats and polite
Safety Department

Planned Investments and Projects

FY 2017 Infrastructure Improvement
Training and Technology

Services

Public Safety



Sound Fiscal Management

v 71% excellent or good value for Village tax dollar
v’ Balanced budget amid State budget crisis

v Maintain high quality services

v’ Property taxes

Planned Investments and Projects

Financial Reporting and Budgeting
Evaluate Revenue Opportunities



Survey Responses: Priorities
il

w Va é\.llll

1. Flood 2. Crime Z. Vibrant 4. Variety of 5. Overall
Prevention/ Prevention Downtown Restaurants Quality

Stormwater of Services
Management

Planned Investments and Projects:

Storm Water
Crime Prevention
Vibrant Downtown & Variety of Restaurants

Overall Quality of Services



Continuous Improvement

@ & 0

Garbage collection Complete water Technology Redesigned, simple to
program study system analysis investments in navigate website with more
Village operations information and
citizen self-service options

Planned Investments and Projects

Evaluate Street Lighting

Garbage Collection Study

Complete Water System Analysis

Training, Technology and Process Improvement
Public Info and Transparency



