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The NCS was among the first of scientific surveys to gather resident opinions on a range of 
community issues and has been used by more than 300 communities in 45 states. The NCS is 
the only citizen survey tool endorsed by the International City/County Management Association 
(ICMA) and the National League of Cities (NLC).  
 
Communication of Results to Community  
Key to the effectiveness of the survey is to share the results with the community through multiple 
communication channels. Next steps include: 

• Recap survey highlights in November edition of the Connection Newsletter 
• Draft results and Powerpoint are available on a Resident Survey webpage on the City 

Website 
• Create a 2 page communication piece to use at Ward meetings 
• Engage Citizens’ Affairs Board (CAB). I don’t believe this has been done in the past, but I 

believe there is an opportunity to share the results with the CAB.  
 

STAFF RECOMMENDATIONS 
Staff recommends that there is additional discussion set aside moving forward to focus on the 
ratings of City services that were rated as High Importance/Lower Quality. By identifying specific 
areas for improvement, staff can develop recommendations on adjustments to increase level of 
service.    
 
BUDGET/TIME IMPLICATIONS  
The City budgeted $40,000 for the survey in the 2019 budget. The budget includes a 5 page 
survey to measure resident opinion, mailing costs, data compilation, and presentation of the report 
to City Council. The total cost is $40,620. The additional amount came from adding an extra 
mailing to try to increase the response rate. Additionally, we kept the survey open longer than 
originally planned.  
 
Staff will include funding in the 2021 budget for the next survey. A biannual approach provides 
adequate time to not only administer the survey, but more importantly, debrief on the survey and 
utilize the results for policy and operational purposes.      
 
STAFF REFERENCE   
For additional information, please contact Heather Geyer, City Manager at 
hgeyer@northglenn.org or 303.450.8706. 
  
ATTACHMENTS 

1. Draft 2019 Resident Survey Report  
2. Presentation 
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Table 8: Question 6 (Quality) - Excluding Don't Know Responses 

The following are services provided by the City of Northglenn. For each service, 
please first rate the quality of each service and next rate the importance of 
each service. Excellent Good Fair Poor Total 

Snow removal 16% N=102 46% N=295 24% N=154 14% N=88 100% N=639 

Street repair and maintenance 7% N=47 38% N=251 37% N=242 17% N=112 100% N=652 

Street cleaning 9% N=47 46% N=243 36% N=191 9% N=47 100% N=528 

Traffic enforcement 7% N=33 42% N=192 36% N=166 15% N=70 100% N=462 

Code enforcement (junk vehicles, weed control, trash, outside storage) 8% N=37 30% N=146 36% N=171 26% N=127 100% N=482 

Animal control 15% N=79 52% N=274 26% N=138 7% N=35 100% N=527 

Garbage collection 43% N=267 42% N=256 12% N=75 3% N=15 100% N=613 

Recycling 36% N=196 45% N=242 12% N=67 6% N=33 100% N=538 

Yard waste drop-off 24% N=105 48% N=214 21% N=95 7% N=31 100% N=445 

Utility billing 27% N=151 43% N=240 25% N=139 5% N=29 100% N=559 

Land use, planning and zoning 9% N=29 45% N=145 37% N=119 10% N=33 100% N=326 

Building permits 13% N=28 51% N=113 30% N=66 6% N=13 100% N=219 

Building inspections 13% N=49 49% N=187 33% N=127 5% N=21 100% N=384 

Maintenance of existing city parks 19% N=88 57% N=272 19% N=88 6% N=27 100% N=475 

Maintenance of open space and trails 18% N=90 51% N=257 23% N=114 9% N=43 100% N=504 

Recreation programs 16% N=69 49% N=209 31% N=133 4% N=17 100% N=428 

Recreation facilities 14% N=51 41% N=148 31% N=112 13% N=46 100% N=358 

Community/public art 22% N=85 43% N=164 28% N=106 7% N=28 100% N=383 

Services/programs for youth 12% N=33 44% N=124 33% N=92 11% N=32 100% N=280 

Services/programs for seniors 15% N=57 47% N=182 30% N=118 8% N=31 100% N=387 

Municipal court 10% N=32 42% N=135 38% N=124 10% N=32 100% N=323 

Public information services 13% N=53 55% N=221 24% N=94 8% N=32 100% N=401 

Policing services 28% N=148 48% N=254 18% N=93 6% N=29 100% N=523 

Police response time to emergency police calls (not code enforcement) 37% N=157 39% N=167 15% N=62 9% N=39 100% N=425 

Police response time to non-emergency police calls (not code enforcement) 23% N=82 44% N=155 21% N=75 11% N=40 100% N=351 

Crime prevention (School Resource Officers, neighborhood watch, citizen police 
academy) 19% N=82 44% N=193 26% N=113 11% N=49 100% N=437 
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Table 9: Question 6 (Quality) - Including Don't Know Responses 

The following are services provided by the City of Northglenn. For each 
service, please first rate the quality of each service and next rate the 
importance of each service. Excellent Good Fair Poor Don't know Total 

Snow removal 15% N=102 45% N=295 23% N=154 13% N=88 4% N=23 100% N=662 

Street repair and maintenance 7% N=47 38% N=251 37% N=242 17% N=112 1% N=9 100% N=661 

Street cleaning 7% N=47 37% N=243 29% N=191 7% N=47 19% N=124 100% N=653 

Traffic enforcement 5% N=33 30% N=192 26% N=166 11% N=70 29% N=185 100% N=647 

Code enforcement (junk vehicles, weed control, trash, outside storage) 6% N=37 22% N=146 26% N=171 19% N=127 27% N=176 100% N=658 

Animal control 12% N=79 42% N=274 21% N=138 5% N=35 20% N=133 100% N=660 

Garbage collection 40% N=267 39% N=256 11% N=75 2% N=15 8% N=50 100% N=664 

Recycling 29% N=196 36% N=242 10% N=67 5% N=33 19% N=125 100% N=663 

Yard waste drop-off 16% N=105 33% N=214 15% N=95 5% N=31 32% N=210 100% N=655 

Utility billing 23% N=151 37% N=240 21% N=139 4% N=29 15% N=95 100% N=654 

Land use, planning and zoning 4% N=29 22% N=145 18% N=119 5% N=33 50% N=325 100% N=651 

Building permits 4% N=28 17% N=113 10% N=66 2% N=13 66% N=431 100% N=650 

Building inspections 7% N=49 29% N=187 19% N=127 3% N=21 41% N=271 100% N=655 

Maintenance of existing city parks 14% N=88 42% N=272 13% N=88 4% N=27 27% N=178 100% N=653 

Maintenance of open space and trails 14% N=90 39% N=257 17% N=114 7% N=43 23% N=150 100% N=654 

Recreation programs 11% N=69 32% N=209 20% N=133 3% N=17 35% N=230 100% N=658 

Recreation facilities 8% N=51 23% N=148 17% N=112 7% N=46 45% N=292 100% N=650 

Community/public art 13% N=85 25% N=164 16% N=106 4% N=28 41% N=264 100% N=647 

Services/programs for youth 5% N=33 19% N=124 14% N=92 5% N=32 57% N=374 100% N=654 

Services/programs for seniors 9% N=57 28% N=182 18% N=118 5% N=31 41% N=271 100% N=658 

Municipal court 5% N=32 21% N=135 19% N=124 5% N=32 50% N=324 100% N=647 

Public information services 8% N=53 34% N=221 15% N=94 5% N=32 38% N=247 100% N=647 

Policing services 23% N=148 39% N=254 14% N=93 5% N=29 19% N=125 100% N=648 

Police response time to emergency police calls (not code enforcement) 24% N=157 25% N=167 9% N=62 6% N=39 36% N=236 100% N=662 

Police response time to non-emergency police calls (not code 
enforcement) 12% N=82 24% N=155 11% N=75 6% N=40 47% N=306 100% N=658 

Crime prevention (School Resource Officers, neighborhood watch, citizen 
police academy) 13% N=82 29% N=193 17% N=113 7% N=49 33% N=219 100% N=656 
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Table 10: Question 6 (Importance) - Excluding Don't Know Responses 

The following are services provided by the City of Northglenn. For each 
service, please first rate the quality of each service and next rate the 
importance of each service. Essential 

Very 
important 

Somewhat 
important 

Not at all 
important Total 

Snow removal 47% N=296 42% N=260 10% N=63 1% N=6 100% N=625 

Street repair and maintenance 43% N=271 51% N=319 5% N=32 0% N=2 100% N=624 

Street cleaning 22% N=125 43% N=243 32% N=182 2% N=13 100% N=563 

Traffic enforcement 34% N=179 45% N=234 19% N=101 2% N=11 100% N=526 

Code enforcement (junk vehicles, weed control, trash, outside storage) 25% N=139 48% N=265 24% N=133 2% N=12 100% N=549 

Animal control 26% N=154 48% N=280 26% N=152 0% N=2 100% N=587 

Garbage collection 48% N=290 40% N=241 12% N=72 1% N=3 100% N=605 

Recycling 36% N=208 41% N=241 21% N=124 1% N=7 100% N=581 

Yard waste drop-off 16% N=87 46% N=247 37% N=197 2% N=9 100% N=540 

Utility billing 25% N=137 39% N=218 29% N=161 7% N=41 100% N=556 

Land use, planning and zoning 23% N=109 47% N=219 28% N=130 2% N=11 100% N=469 

Building permits 18% N=74 47% N=196 30% N=123 5% N=21 100% N=413 

Building inspections 21% N=102 45% N=218 31% N=151 4% N=18 100% N=489 

Maintenance of existing city parks 36% N=203 49% N=271 15% N=83 0% N=1 100% N=558 

Maintenance of open space and trails 33% N=181 51% N=285 16% N=88 0% N=1 100% N=555 

Recreation programs 34% N=175 40% N=210 26% N=135 1% N=3 100% N=523 

Recreation facilities 40% N=207 35% N=179 24% N=126 1% N=3 100% N=516 

Community/public art 24% N=124 33% N=171 33% N=172 10% N=49 100% N=516 

Services/programs for youth 36% N=171 43% N=209 20% N=96 1% N=5 100% N=481 

Services/programs for seniors 29% N=150 42% N=219 26% N=135 3% N=15 100% N=520 

Municipal court 26% N=123 42% N=202 29% N=137 3% N=15 100% N=477 

Public information services 22% N=112 47% N=243 28% N=145 3% N=17 100% N=518 

Policing services 60% N=344 34% N=197 5% N=29 0% N=1 100% N=571 

Police response time to emergency police calls (not code enforcement) 64% N=368 31% N=178 5% N=30 0% N=2 100% N=578 

Police response time to non-emergency police calls (not code enforcement) 46% N=242 37% N=195 15% N=79 1% N=7 100% N=523 

Crime prevention (School Resource Officers, neighborhood watch, 
citizen police academy) 52% N=284 34% N=187 13% N=71 1% N=7 100% N=549 
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Table 11: Question 6 (Importance) - Including Don't Know Responses 

The following are services provided by the City of Northglenn. For 
each service, please first rate the quality of each service and next 
rate the importance of each service. Essential 

Very 
important 

Somewhat 
important 

Not at all 
important Don't know Total 

Snow removal 47% N=296 42% N=260 10% N=63 1% N=6 0% N=0 100% N=625 

Street repair and maintenance 43% N=271 51% N=319 5% N=32 0% N=2 0% N=0 100% N=624 

Street cleaning 21% N=125 40% N=243 30% N=182 2% N=13 7% N=44 100% N=607 

Traffic enforcement 29% N=179 38% N=234 17% N=101 2% N=11 14% N=86 100% N=612 

Code enforcement (junk vehicles, weed control, trash, outside 
storage) 22% N=139 43% N=265 21% N=133 2% N=12 12% N=72 100% N=621 

Animal control 25% N=154 45% N=280 24% N=152 0% N=2 6% N=36 100% N=624 

Garbage collection 46% N=290 38% N=241 11% N=72 1% N=3 3% N=21 100% N=626 

Recycling 33% N=208 39% N=241 20% N=124 1% N=7 7% N=45 100% N=625 

Yard waste drop-off 14% N=87 40% N=247 32% N=197 1% N=9 12% N=76 100% N=616 

Utility billing 22% N=137 35% N=218 26% N=161 7% N=41 9% N=58 100% N=614 

Land use, planning and zoning 18% N=109 36% N=219 21% N=130 2% N=11 24% N=147 100% N=616 

Building permits 12% N=74 32% N=196 20% N=123 3% N=21 32% N=193 100% N=606 

Building inspections 17% N=102 36% N=218 25% N=151 3% N=18 20% N=120 100% N=609 

Maintenance of existing city parks 33% N=203 44% N=271 13% N=83 0% N=1 10% N=64 100% N=623 

Maintenance of open space and trails 29% N=181 46% N=285 14% N=88 0% N=1 10% N=63 100% N=618 

Recreation programs 29% N=175 34% N=210 22% N=135 0% N=3 15% N=91 100% N=614 

Recreation facilities 34% N=207 29% N=179 21% N=126 1% N=3 16% N=96 100% N=612 

Community/public art 20% N=124 28% N=171 28% N=172 8% N=49 16% N=100 100% N=616 

Services/programs for youth 28% N=171 34% N=209 16% N=96 1% N=5 21% N=131 100% N=612 

Services/programs for seniors 25% N=150 36% N=219 22% N=135 2% N=15 15% N=91 100% N=611 

Municipal court 20% N=123 33% N=202 23% N=137 3% N=15 21% N=129 100% N=607 

Public information services 18% N=112 40% N=243 24% N=145 3% N=17 16% N=95 100% N=613 

Policing services 56% N=344 32% N=197 5% N=29 0% N=1 7% N=43 100% N=614 

Police response time to emergency police calls (not code 
enforcement) 59% N=368 28% N=178 5% N=30 0% N=2 8% N=50 100% N=628 

Police response time to non-emergency police calls (not code 
enforcement) 39% N=242 32% N=195 13% N=79 1% N=7 15% N=91 100% N=614 

Crime prevention (School Resource Officers, neighborhood watch, 
citizen police academy) 46% N=284 30% N=187 11% N=71 1% N=7 12% N=74 100% N=623 
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Table 12: Question 7 - Excluding Don't Know Responses 

Overall, how would you rate the quality of the services provided by the City of Northglenn? Percent of respondents Number 

Excellent 13% N=75 

Good 62% N=359 

Fair 22% N=126 

Poor 4% N=22 

Total 100% N=582 

 
 

Table 13: Question 7 - Including Don't Know Responses 

Overall, how would you rate the quality of the services provided by the City of Northglenn? Percent of respondents Number 

Excellent 13% N=75 

Good 60% N=359 

Fair 21% N=126 

Poor 4% N=22 

Don't know 3% N=15 

Total 100% N=597 

 
 

  

2019 Resident Survey Results - Page 47 of 200









































































































































































































































http://www.aapor.org/Standards-Ethics/Standard-Definitions-(1).aspx




















2019 Resident Survey
Pres enta tion of Res ults

Attachment 2

2019 Resident Survey Results - Page 173 of 200



Using Survey Results

Monitor trends in resident opinion

Measure government performance

Inform budget, land use, strategic planning decisions

Benchmark service ratings
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Survey Backgrounds & Methods

Random 
Selection of 
Households

From a Source 
with High 

“Coverage”

Best Practices to 
Increase 

Response Rate
“Weight” the 
Survey Data

Hallmarks of a “Scientific” Survey
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Survey Backgrounds & Methods

 Mailed 4,000 hous eholds
 684 completes  (18% 

res pons e ra te)
 ±4% margin of error
 Online res pons e option
 Res ults  weighted
 Benchmark comparis ons
 National and Front Range

 Subgroup comparis ons
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 Key Finding:

Res idents  are happy with 
quality of life and 

optimis tic about its  
continued improvement 
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Quality of Life

Percent excellent or good

How do you rate the overall quality 
of life in Northglenn?

Prepared by National Res earch Center, Inc. 6

52% 
quality of life

likely to improve in 
next 5 years

2019 2020 2021 2022 2023

74% 71% 73%

2006 2011 2019
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Living in Northglenn

8 in 10

7 in 10

 Northglenn as  a  
place to live

 Place to ra is e kids
 Neighborhood as  a  place

to live
 Overall quality of life

7

Percent excellent or good
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Loyalty to Northglenn

8 in 10
recommend living and

plan to remain in Northglenn

Prepared by National Res earch Center, Inc. 8

Very or s omewhat likely
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Most Community Characteristics 
were Stable

9Prepared by National Res earch Center, Inc.

Ratings increasedfor:
 Opportunities to 

participate in civic 
matters

 Recreational 
opportunities

 Shopping opportunities
 Employment 

opportunities

Ratings decreased for:
 Availability of 

affordable quality 
housing 

 Availability of 
affordable quality 
child care

Percent excellent or good
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2019 Community Characteristics Ratings 
Compared to National Benchmarks

18
received similar

ra tings

0
received 
higher 
ra tings

4
received 

lower
ra tings
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2019 Community Characteristics Ratings 
Compared to Front Range Benchmarks

21
received similar

ra tings

1
received 
higher 
ra tings

0
received 

lower
ra tings
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 Key Finding:

Res pondents  were pleas ed 
with City s ervices , though 
indicated opportunities  for 

improvement
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Prepared by National Research Center, Inc. 13

Quality of City Services

7 in 10
rated overall 

quality of services 
as excellent or 

good
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2019 City Services Ratings Compared 
to National Benchmarks

22
received similar

ra tings

0
received 
higher 
ra tings

0
received 

lower
ra tings
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2019 City Services Ratings Compared to 
Front Range Benchmarks

21
received similar

ra tings

0
received 
higher 
ra tings

1
received 

lower
ra tings
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Services of Higher Importance/ 
Lower Quality

Prepared by National Res earch Center, Inc. 16

Lower Quality Higher Quality

H
ig

he
r I

m
po

rta
nc

e

• Street repair and maintenance
• Snow removal 
• Crime prevention (School Res ource 

officers , neighborhood watch, citizen 
police academy)

• Services / programs  for youth
• Traffic enforcement
• Recreation facilities

• Policing s ervices
• Police res pons e time to emergency 

calls  (not code enforcement)
• Garbage collection
• Maintenance of exis ting city parks
• Maintenance of open s pace and tra ils
• Police res pons e time to non-

emergency calls  (not code 
enforcement)

• Recycling

Lo
w

er
 Im

po
rta

nc
e • Code enforcement 

• Services / programs  for s eniors
• Land us e, planning and zoning
• Municipal court
• Building ins pections
• Street cleaning
• Building permits

• Animal control
• Recreation programs
• Public information s ervices
• Utility billing
• Yard was te drop-off
• Community/ public art
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 Key Finding:

City government performance 
ra tings  remained s trong, 

with s ome increas es
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Aspects of City Government 
Performance

Prepared by National Res earch Center, Inc. 18

Percent excellent or good

J ob Northglenn does  a t welcoming 
citizen involvement

Overall direction Northglenn
is  taking

55%

62%

Northglenn elected officials act in 
the best interest of community 60%

Quality of work performed by 
City employees 77%

J ob Northglenn does  a t informing 
residents on major is s ues 57%

Value of services for taxes  pa id 59%

Percent excellent or good

7 in10
Rated overall City 

government 
performance as 

excellent or good
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Northglenn City Employees

Prepared by National Res earch Center, Inc. 19

43%
had contact 

in las t 12 
months

Overall impres s ion
Courtes y
Res pons ivenes s
Knowledge

Ratings  increased for 
the employee’s ….
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 Key Finding:

Res idents  feel s afe and 
prioritize s urveillance 

cameras  and additional 
tra ining for officers
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Residents Feel Safe

Prepared by National Res earch Center, Inc. 21

in
Reta il/ commercia l a reas

In your home

Parks  and playgrounds

Recrea tion centers

ve
ry

 o
r s

om
ew

ha
t s

af
e

In your neighborhood

On the tra il s ys tem

9 in 10

7 in 10

8 in 10
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Prepared by National Research Center, Inc. 22

Police Department Priorities

Adding surveillance cameras 
in high crime areas

#1

Additional training for 
officers to more effectively 
deal with mental health 
issues

#2

92%

92%

priority

priority

High or medium priorities for the Northglenn PD 
in the next 2 years are . . .
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Prepared by National Research Center, Inc. 23

Police Department Res ources

Solving violent crimes#1

Reducing illegal drug 
activity

#2

97%

88%

priority

priority

Essentialor very important for the Northglenn 
PD to prioritize resources for . . .
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 Key Finding:

Res idents  s upport economic 
revita liza tion and there is  

opportunity to encourage more 
res idents  to s hop in 

Northglenn
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Economic Development

Prepared by National Res earch Center, Inc. 25Percent s trongly or s omewhat agree

Promote efforts  to revita lize 
Northglenn’s  bus ines s  areas

Promote efforts  to a ttract and recruit 
new types  of reta il bus ines s es

Promote efforts  to a ttract new jobs

Promote efforts  to revita lize
Northglenn’s  hous ing areas

Strengthen City’s  community 
image and identity

Northglenn should…

88%

86%

87%

84%

82%
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Desired item not available in City

Vis it a  mall or other major reta ilers

Shop online

It is  convenient

Why Do Res idents  Shop Outs ide 
Northglenn?

26

67%

50%

49%

44%

Percent of res pondentsPrepared by National Res earch Center, Inc.

I like the range of goods  and s ervices 44%
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 Key Finding:

Ques tions ?
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Thank you!

Laurie Urban, Project Manager
Laurie@n-r-c.com
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