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ETC Institute is a National Leader in Market Research 
for Local Governmental Organizations

For 40 years, our mission has been to help Town and county governments gather and use survey data to enhance 
organizational performance.

More Than 2,500,000 Person’s Surveyed Since 2012 for More Than 900 Communities in 49 States 2
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Agenda
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Purpose

 To objectively assess resident satisfaction with the delivery of major 
Town services

 To help determine priorities for the community

 To measure trends from previous survey

 To compare the Town’s performance with other communities 
regionally and nationally
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Methodology

 Survey Description
o Seven-page survey; included many of the same questions as previous survey
o 2nd Community Survey conducted for the Town of Addison

 Method of Administration
o By mail and online to randomly selected sample of Town residents

 Sample Size
o 401 completed surveys
o Margin of error: +/- 4.9% at the 95% level of confidence

5



Location of Survey 
Respondents
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• Good representation 
throughout the Town

• Demographics of 
survey respondents 
reflects the actual 
population of the 
Town
o Age
o Race/Ethnicity
o Gender



Bottom Line 
Up Front

 Residents Have a Very Positive Perception of 
the Town of Addison
o 96% Were Satisfied with Addison as a Place to Live
o 95% Were Satisfied with the Overall Quality of Life 

in Addison

 The Town Is Moving in the Right Direction
o Since 2018, Satisfaction Ratings Have Increased in 

59 of 92 Areas
o 16 Areas Have Had a Significant Increase in 

Satisfaction

7



Bottom Line 
Up Front

 Satisfaction with Town Services Is Much Higher in 
Addison Than Other Cities
o Addison Rates Above the U.S. Average in 57 of 58 Areas
o Satisfaction with the Overall Quality of Town Services Is 

32% Above the U.S. Average
o Satisfaction with the Customer Service from Town 

Employees Is 45% Above the U.S. Average

o Traffic Flow and Congestion Management
o Maintenance of Streets
o Public Safety

 Top Overall Priorities
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Major Finding #1
Residents Have a Very Positive Perception 

of the Town

9



10Over 90% of Respondents Are Satisfied with Addison as a Place to Live, the Quality of Life, and the Image of Addison



All Major Categories of Town Services Received High Ratings 11



Residents Feel Safe in Addison 12



Major Finding #2
Residents in All Areas of Addison Are Satisfied 

with the Overall Quality of Town Services
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Overall Quality of 
Town Services

ALL Areas Are in Blue, Indicating 
That Residents in All Parts of the 
Town Are Satisfied with the 
Overall Quality of Town Services
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Value Received for 
Local Tax Dollars/Fees

ALL Areas Are in Blue, Indicating 
That Residents in All Parts of the 
Town Are Satisfied with the Value 
They Receive for Local Tax Dollars 
and Fees

15



Addison as a Place 
to Live

ALL Areas Are in Blue, Indicating 
That Residents in All Parts of the 
Town Are Very Satisfied with 
Addison as a Place to Live
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Major Finding #3
Satisfaction with Town Services Is Much Higher in 

Addison Than Other Communities
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Benchmarking Analysis
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Addison Rates Above the U.S. Average in 57 of 58 Areas
Addison Rates Significantly Higher (4.9% or more) in 57 Areas

Addison Rates Above the Texas Average in 57 of 58 Areas
Addison Rates Significantly Higher (4.9% or more) in 57 Areas



19Addison Rates Significantly Higher Than the U.S. Average for All 10 Major Categories of Services

Satisfaction with 
Customer Service 
Rates 45% Above 
the U.S. Average

Satisfaction with 
Communication 

Rates 42% Above 
the U.S. Average



20Addison Rates Significantly Higher Than the U.S. Average in 7 of 8 Areas

Satisfaction with 
Overall Quality of 

Town Services 
Rates 32% Above 
the U.S. Average

Satisfaction with 
Value for Tax 

Dollars/Fees Rates 
40% Above the 

U.S. Average



21Addison Rates Significantly Higher Than the U.S. Average for All 8 Areas of Infrastructure



22Addison Rates Significantly Higher Than the U.S. Average for All 11 Areas of Public Safety



23Addison Rates Significantly Higher Than the U.S. Average for All 5 Areas of Communications



Major Finding #4
Addison Is Moving in the Right Direction

24



Trend Analysis

 Since 2018, Satisfaction Ratings Have…..

o Increased in 59 of 92 Areas

o Decreased in 33 of 92 Areas
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16 Areas Have Had a Significant Increase in Satisfaction (+4.9% or more)
6 Areas Have Had a Significant Decrease in Satisfaction (-4.9% or more)



26Notable Increase Since 2018                 Notable Decrease Since 2018

Satisfaction 
Has Increased 

in 9 of 13 Areas



27Notable Increase Since 2018                 Notable Decrease Since 2018

Satisfaction 
Has Increased 

in 8 of 11 Areas



28Notable Increase Since 2018                 Notable Decrease Since 2018

Satisfaction 
Has Increased 
in all 6 Areas



29Notable Increase Since 2018                 Notable Decrease Since 2018



30Notable Increase Since 2018                 Notable Decrease Since 2018

Satisfaction 
Has Increased 
in all 5 Areas



Major Finding #5
Top Priorities
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33Overall Priorities



34Infrastructure Priorities



35Public Safety Priorities



36Top Priorities for Funding: 1) Infrastructure, 2) Public Safety, 3) Transportation System



Summary
 Residents Have a Very Positive Perception of 

the Town of Addison
o 96% Were Satisfied with Addison as a Place to Live
o 95% Were Satisfied with the Overall Quality of Life 

in Addison

 The Town Is Moving in the Right Direction
o Since 2018, Satisfaction Ratings Have Increased in 

59 of 92 Areas
o 16 Areas Have Had a Significant Increase in 

Satisfaction
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Summary

 Satisfaction with Town Services Is Much Higher in 
Addison Than Other Cities
o Addison Rates Above the U.S. Average in 57 of 58 Areas
o Satisfaction with the Overall Quality of Town Services Is 

32% Above the U.S. Average
o Satisfaction with the Customer Service from Town 

Employees Is 45% Above the U.S. Average

o Traffic Flow and Congestion Management
o Maintenance of Streets
o Public Safety

 Top Overall Priorities
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Questions?

Thank You!!
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