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Survey Objectives

Identify Key Measures of Quality of Life

Satisfaction with City Services  (Quality vs. Importance)

Assess Experience with City Communication Tools

Identify and Prioritize City Resource Allocation, Budgeting 
and Policy Decisions

Identify Where to Maintain and Improve City Services
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V The sampling plan included a mailed postcard to all 10,000 households in Farmers Branch.  The 
postcard directed households to complete the survey online via the City website.  Residents were 
informed about the survey through a multifaceted approach:

Å 32 signs in the right-of-way

Å Desk toppers at most public facing locations

Å Large poster signs at the Library and Recreation Center

Å Paper copies of the survey at the Library, Recreation Center, Senior Center, and City Hall

Å Targeted email to all boards and commissions members

Å Direct email to everyone on the City email list

ÅWebsite presence 

Å Social media presence

Å Branch Bulletin article

Å Everbridge reverse call to all opt-in residents

Å City Manager  reported the survey during the City Managerôs Report at City Council

Å Presence at the Farmers Market April 1, 2017 to help push the survey

Å Spoke at the Senior Center to help push the survey

V Postcards were mailed on March 21, 2017.

V Survey cut-off date was April 23, 2017.

V A total of 37 mailed in a paper surveys and 1,189 responded to the online survey.  The margin of 
error of this sample size (1,226) at a 95% confidence level is plus or minus 2.9%. 

V A copy of the resident survey and detailed survey tables are available through the City.

Methodology
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Methodology

Survey Design

National Service Research (NSR) worked closely with the City of Farmers Branch 

staff throughout the research process.  The survey design was based upon the 

2014 citizen survey with additional input from city staff.

This study provides a measurement of how residents feel about city service delivery 

and programs.  The data should be considered along with other factors such as 

input from city officials and city staff when making budget and policy decisions.
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City Service Priorities
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Importance

Programs to revitalize retail areas

Managing traffic congestion

Animal control

Preparing the city for disasters

Programs to revitalize residential areas

Maintaining streets and roads

Code enforcement

Providing pathways -sidewalks, trails

Managing residential trash

51%

38%

29%

24%

22%

19%

14%

14%

9%

THE GAP ùCity Service Importance vs. Quality Rating
Largest Gaps (High Importance and Lower Quality)

Q. How IMPORTANT are these city services?     Q.  How would you rate the QUALITY of these City of Farmers Branch Services?
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QUALITY ratings shown herein are 

for EXCELLENT/GOOD scores.

IMPORTANCE ratings shown herein 

are for VERY IMPORTANT, 

SOMEWHAT IMPORTANT scores.

0% 50% 100%

94%43%

GAP

94%56%

99%70%

93%69%

65% 87%

89%70%

89%75%

Quality

93%79%

97%88%

CITY SERVICES

Percentages exclude ñno answerò responses..



Maintaining appearance of parks

Providing EMS services

Providing a variety of recreation 
programs

Senior citizen services

Providing police services

Providing fire services

Library services

Curbside recycling

Special community events

GAP

5%

3%

2%

2%

-5%

-6%

-7%

-10%

THE GAP ùCity Service Importance vs. Quality Rating
Smallest Gaps  (High Importance and High Quality )
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Q. How IMPORTANT are these city services?   Q.  How would you rate the QUALITY of these City of Farmers Branch Services?

QUALITY ratings shown herein are 

for EXCELLENT/GOOD scores.

IMPORTANCE ratings shown herein 

are for VERY IMPORTANT, 

SOMEWHAT IMPORTANT scores.

CITY SERVICES

100%50%0%

-8%

Quality Importance

88%78%

97%
92%

96%
99%

99%

97%

99%
97%

Quality Rating exceeds Importance Rating
83% 88%

88%82%

85%78%

90%82%

Percentages exclude ñno answerò responses..



Increase Efforts

51%    Programs to revitalize retail areas
38%    Programs to revitalize residential areas
29%    Maintaining streets and roads
24%    Managing traffic congestion
22%    Code enforcement
19%    Providing pathways (sidewalks, trails)
14%    Animal control
14%    Preparing the city for disasters

Maintain Efforts

9%    Managing residential trash
5%    Maintaining appearance of parks
3%    Providing police services
2%    Providing fire services
2%   Providing EMS services

Exceeds ExpectationsLess Important

QUALITY

IM
P

O
R

TA
N

C
E

HighLow

High

Low

GAP = difference between importance versus quality ranking

GAP ɀImportance Rating exceeds Quality Rating by Larger %

Service Prioritization

GAP ɀImportance Rating exceed Quality Rating by Small %
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-5%    Library services
-6%    Curbside recycling
-7%    Providing a variety of recreation programs
-8%     Senior citizen services

-10%    Special community events

GAP ɀQuality Rating exceeds Importance Rating



Service Prioritization

ÅMaintain Efforts (High importance and high quality)

ÅThis area shows where the City is meeting residentsô expectations. Items in this area have a 
significant impact on the residentôs overall level of satisfaction. The City should maintain (or 
slightly increase) emphasis on items in this area.

Å Increase Efforts - Opportunities for Improvement (High importance, lower quality)

Å This area shows where the City is not performing as well as residents expect. Items in this 
area have an impact on resident satisfaction and the City should increase emphasis on items 
in this area.

ÅExceeded Expectations (Less importance, high quality)

Å This area shows where the City is performing significantly better than residents expect. Items 
in this area do not significantly affect overall satisfaction. The City should maintain (or 
possible reduce) emphasis on items this area.

ÅLess Important (Lower importance, lower quality)

Å This area shows where the City is not performing well relative to its performance in other 
areas. However, this area is generally considered to be less important. This area does not 
significantly affect overall satisfaction with City services because these items are less 
important to residents. The City should maintain current levels of emphasis in these areas.
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Park and Recreation



26%

27%

35%

34%

57%

61%

43%

39%

37%

42%

42%

34%

34%

45%

14%

14%

12%

9%

6%

4%

7%

19%

18%

10%

13%

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

Quality of trails

Accessibility of trails

Range/variety of park and recreation
programs/activities

Quality of park and recreation programs/activities

Accessibility of park and recreation facilities

Appearance of park and recreation facilities

OVERALL SATISFACTION

Parks and Recreation
Q. How would you rate the following for Farmers Branch?

PoorFairGoodExcellent

Å A majority (88% compared to 86% in 2014) of respondents rated their overall satisfaction with parks 

and recreation as excellent or good.
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Not visited any

Youth Programs

Senior Center

FB Community Center

Historical Park

Farmers Market

Special events

Outdoor parks

15%

5%

33%

43%

52%

53%

57%

8%

6%

25%

51%

52%

57%

60%

65%

2017 2014

Parks and Recreation
Q. Which of the following park, recreation facility or programs have you or anyone in your household used 

during the past 12 months?

ÅThere is higher use of outdoor parks, 

special events, and the community 

center compared to 2014.

ÅGeneral comments about Park and 

Recreation:

ÅLove our parks/excellent 

facilities/events

ÅNeed a dog park

ÅAdditional parking needed in 

some parks

ÅMore trail connections

ÅKeep trash picked up



Parks and Recreation
Q. As a resident, please rate your experience at the special events you attended in the past 12 months.

14

42%

46%

46%

48%

50%

51%

59%

59%

63%

64%

45%

43%

43%

40%

39%

41%

33%

33%

29%

28%

Date Night in the Park

Celebration of Roses

Halloween in the Park

Taste and Tunes

Fishin' Fun

Liberty Fest

Independence Day

Bloomin'Bluegrass Festival

Christmas Tree Lighting/Tour
of Lights

Veteran's Day Celebration

Excellent Good Fair Poor

Å A majority of all respondents rated the events they 

attended as excellent or good.

Å Ratings are presented for those who attended each 

event and exclude non- attenders.

Å Percentage of respondents who did  attend special 

events is listed below.  Attendance has increased for 

almost every event since 2014.

2017 2014

Ã Christmas Tree Lighting 60%       56%         

Ã Independence Day 45%       39%

Ã Liberty Fest 35%       28%

Ã Bloomin Bluegrass                 34%       26%

Ã Taste and Tunes 27%         -

Ã Halloween in the Park 26%       20%

Ã Veteranôs Day 22%       24%

Ã Celebration of Roses 21%       17%

Ã Fishinô Fun` 17%       15%

Ã Date Night in the Park 19%         9%


