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City of Copperas Cove

Background on Cobalt Community Research

501c3 not for profit research coalition
" Mission to provide research and education

" Developed to meet the research needs of
schools, local governments and nonprofit
organizations
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Measuring Where You Are:
et Why Research Matters

Understanding community values and priorities helps you plan and
communicate more effectively about City decisions

= Perception impacts behaviors you care about

= Understanding community perception helps you improve and
promote the City

=  Community engagement improves support for difficult decisions

= Reliable data on community priorities aids in balancing demands of
vocal groups with the reality of limited resources

=  Bottom line outcome measurement of service and trust: Good
administration requires quality measurement and reporting
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City of Copperas Cove

Support budget and strategic planning decisions

= |dentify which aspects of community provide the greatest
leverage on citizens’ overall satisfaction —and how
satisfaction, in turn, influences the community’s image and
citizen behaviors such as volunteering, remaining in the
community, recommending it to others and encouraging
businesses to start up in the community

= Measure improvements by tracking performance over
time

= Benchmark performance against a standardized
performance index statewide, regionally and nationally
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City of Copperas Covel B Otto m L i n e

The City’s scores softened across most areas compared to the last wave, and
the ACSI score also dipped

= 2018=50
= 2015=56

= There are several areas where improvement can have significant impact on

2018 Drivers 2015 Drivers

City Government Management City Government Management
Parks & Recreation Parks & Recreation
Community Events Shopping Opportunities
Economic Health Economic Health
Transportation Infrastructure Transportation Infrastructure

= Top future projects the City should consider:
=  Upgrades to City parks
= Animal shelter

= Hesitancy to fund these two projects

= 13% attended a park planning meeting

= Very limited use and support for Hills of Cove
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g™ Bottom Line (cont.)

Top funding priorities AND willing to fund:
= Firefighting/rescue/EMS
= Crime control/police services
= Street maintenance
= Street lighting
= Utility problems
= Only 8% of respondents oppose funding City development planning and required
infrastructure projects
= Effort for residents to know or meet their assigned patrol sector officer very

effective
= Strong interest/support of the effort
= Strong correlation with higher public safety scores

= 72% say the City Logo does NOT need to be updated
= 52% of respondents say the City Motto should not be updated
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Detailed questions and responses broken by demographic group and
“thermal mapped” so lower scores are red and higher scores are blue

= Online portal of core benchmarking questions to allow side-by-side
comparisons of groups and subgroups (for example, breaking down the
scores of individuals divided by age, gender, etc.)

=  Online portal allowing download of core data into MS Excel

=  Comparison scores with local governments in Texas, the South and
across the nation

= Comparison scores with non-local government comparables (industries,
ComparﬂeS’ federal agenc'es) Census Bureau Regions
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City of Copperas Cove I\/I et h O d O I O g y

Distributed surveys to all residents through the utility bills in
July and August of 2018

= Valid response from 385 residents, providing a conventional
margin of error of +/- 5.0 percent in the raw data and an ACSI
margin of error of +/- 2.1 percent

= 2015-427 responses, +/- 4.7 percent in raw data, +/- 2.0% for ACSI

= Note: National surveys with a margin of error +/- 5% require a
sample of 384 responses to reflect a population of
330,000,000
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City of Copperas Cove

Preserving Voice: Looking Into Detall

Sample:
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City of Copperas Cove
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Results g
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City of Copperas Cove

Comparing to 2011 to 2018

Copperas [Copperas | Copperas | Copperas

Fire/Emergency Medical Services

Utility Services

Police Department 73 71 78 74
Property Taxes 47 50 52 47
Shopping Opportunities

Library

ACSI Score 54 56 56 50
Community Image 58 57 59 55
Recommend as place to live 62 62 64 61
Remain in community 66 69 72 70
Plan to volunteer a7 45 49 48
Encourage business start up 49 50 51 50
Support government admin X 55 56 51
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Citv of Copperas Cove

Outcome Behaviors to Benchmarks

(High score = 100)

ACSI| Score

02011 Copperas Cove
02018 Copperas Cove

CobaltCommunityResearch.org

Recommend as place to live

Remain in community
Plan to volunteer

[@ 2013 Copperas Cove
@ 2018 Texas
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Encourage business start up

Support government admin

[ 2015 Copperas Cove
W 2018 National
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City of Copperas Covel (H|gh score = ]_OO)

Quality of Life Components to Benchmarks

Fire and EMS

Transportation
Utility Services

12011 Copperas Cove
02018 Copperas Cove
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Police Department

Property Taxes

Shopping Opportunities
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Local Government

[@ 2013 Copperas Cove
@ 2018 Texas

Community Events

Economic Health

Parks and Recreation

@ 2015 Copperas Cove
W 2018 National

Library
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Perceived Performance

gy Understanding the Chatrts:

SIEMENEE Community Questions — Long-term Drivers

High scoring areas that do not
currently have a large impact on
engagement relative to the other
areas. Action: May show over
investment or under
communication.

High impact areas where the
City received high scores from
citizens. They have a high
impact on engagement 1f
improved. Action: Continue

investment

Low scoring areas relative to the
other areas with low impact on
engagement. Action: Limit
investment unless pressing
safety or regulatory
consideration.

High impact on engagement
and a relatively low score.
Action: Prioritize investment to
drive positive changes in

outcomes.

CobaltCommunityResearch.org
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City of Copperas Cove

gl Drivers of Satisfaction and Behavior:

Strategic Priorities

80

How are we performing? (100= Most Positive)
(o]

42

.18 Fire/EMS
'1 8 Library

18 Police

Higher Impact,
Higher Satisfaction

18 Utilities
i 18 Shopping
. 18 Parks/Rec 18 Economy

18 Taxes 18 Transportation

18 Events
. 18 Local Gov Mgt
 Lower Impact, .
Lower Satisfaction .
0.0 0.7

What happens to citizen engagement if we improve?

1.3
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Drivers of Satisfaction and Behavior:

Citv of Copperas Cove

Strategic Priorities — Comparison to 2013

How are we performing? (100= Most Positive)
(o))

42

18 Fire/EMS

.18 Library

- 18 Shopping

0\‘ 18 Police

18 Utilities

conomy

Higher Impact,
Higher Satisfaction

18 Taxes

Lower Impact,
Lower Satisfaction

18 Events

* 'TS Transportation
18 Parks/Rec

18 Local Gov Mgt

0.0

0.7
What happens to citizen engagement if we improve?

1.3
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gl Drivers of Satisfaction and Behavior:

Ao X
Government Management

Citv of Copperas Cove

Local Government
trustworthy
Effective communication

Having elected leaders who are
Offering services that are well-

12011 Copperas Cove @ 2013 Copperas Cove
02018 Copperas Cove @ 2018 Texas
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Wisely spent money

Encouraging citizen ideas and

involvement

Maintaining a website that meets

your needs

@ 2015 Copperas Cove
W 2018 National
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Citv of Copperas Cove

Drivers of Satisfaction and Behavior:

Parks and Recreation

Parks and Recreation

[0 2011 Copperas Cove
O 2018 Copperas Cove

CobaltCommunityResearch.org

Parks/facilities meet your
Parks/facility maintenance

@ 2013 Copperas Cove
@ 2018 Texas
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Variety of programs

Value of recreational programs

@ 2015 Copperas Cove
W 2018 National
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e Parks and Recreation Use

Less than 6 times 6-12 times More than 12 times

2011 m 2013 w2015 2018

Attended planning meeting

100% 87%
50%
13%
[ ]
0%
Yes No
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s Drivers of Satisfaction and Behavior:

Citv of Copperas Cove
Events
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s Drivers of Satisfaction and Behavior:

City of Copperas Cove E C O n O m i C H e a-l t h
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gl Drivers of Satisfaction and Behavior:

Transportation Infrastructure

Citv of Copperas Cove

Transportation
Road sighage

Street maintenance/repair

Traffic congestion on the roads

12011 Copperas Cove @ 2013 Copperas Cove
02018 Copperas Cove [ 2018 Texas
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Public transportation options
foot traffic

Accommodation for bicycle and

@ 2015 Copperas Cove
MW 2018 National



=== Public Transportation (The HOP)

City of Copperas Cove (H | g h score = 1 OO)

Adequate number of Reasonable fares Adequate protection  Personal safety while Customer service
routes from weather riding provided by HOP staff

m2013 =2015 =2018
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Citv of Copperas Cove

City Services & Programs Bubble Chart

Firefighting/Rescue
Services
82
. Crime Control/ Police
City Parks & ; ; Services
Rec Hours Library Services
. . Municipal Court
City Hall HoursQ
. 0 . Animal Control
[=] . §
E Animal Control Hours ‘ ) Household Recycling
2
=
@
Q
o
©
E
666 -
h= Utility Customer
o Service Hours
0 Street Lighting
) Senior Center Q
QHiIIs of Cove GC
Code Compliance @) New Business
.. Development
0 ~ Street Maintenance
City Activities|for Youth Q 0 Utility Problems Responsiveness
5.0
4.0 6.2 8.3
Funding Importance (High=10)
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== Community Resource Usage

City of Copperas Cove (Percentage Specifying)

7% 3% 3% 280

0%
How often do you use the parks and rec How often do you use the Hills of Cove golf How often do you use the local library?
facilities and programs? course?
Never Less than 6 times a year 6-12 times a year More than 12 times a year
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Citv of Copperas Cove
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O 2018 Copperas Cove [ 2018 Texas W 2018 National
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=== |_ibrary by Usage

City of Copperas Covel (H | g h score = 10)

Support development of an online
virtual public library

Hours of operation Resources to meet your needs

M Never Less than 6 times a year 6-12times a year M More than 12 times a year
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=== Hills of Cove Golf Course by Usage

City of Copperas Covel (H | g h score = 1 O)

il

Overall fee structure Customer service Overall playing conditions

m Never Less than 6 times a year 6-12times ayear ®More than 12 times a year

CobaltCommunityResearch.org Page 31



== Communication Preference

City of Copperas Cove (Percentage Specifying)

Mail Email City website Newsletter  Social media Phone

2011 w2013 m 2015 m2018
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== Communication Preference by Age

Citv of Copperas Cove (Pe rce ntag es peCIfyI n g)

25 to 34

35to 44 45 to 54 55 to 64 65 or over

m Mail = Email City website m Newsletter mSocial media Phone

Note: Young people are moving away from social media
and are using private messaging platforms such as

i } Page 33
CobaltCommunityResearch.org g WhatsApp, Facebook Messenger, Snapchat, Instagram.
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Citv of Copperas Cove

Where do you go most for local news?

(Percentage specifying)

TV stations Radio stations Newspapers Social media Word of mouth

2011 W 2013 W 2015 m2018

CobaltCommunityResearch.org
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Citv of Copperas Cove

Future Projects Bubble Chart

50%

Park Upgrades

. Animal Shelter

Percentage Selecting

Upgrade Civic Center

190 Master Plan

New Civic Center

. New Sports Venue

0%
40%

45%

Percentage Who Selected and Willing to Fund

50%

CobaltCommunityResearch.org
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= Support additional taxes and fees to
pay for potential future projects?

2011 w2013 2015 12018
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==y SUpPport development planning and required infrastructure

SPEMENEIE projects that improve economic development in the City?

Yes No Need more information

2015 12018
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semee® | 0ogo and Motto Change

Do you think the City logo (five hills) needs to be Do you think the City motto "City Built for
updated? Family Living" needs to be updated?

Yes " No M Don't Know
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aemeem City Council Meetings

6%

1% 10% oy
0%
How many City Council Meetings How many City Council Meetings
have you attended in the past have you watched on TV or online
12 months? in the past 12 months?
None Less than 6 meetings 6 - 12 meetings More than 12 meetings
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Citv of Copperas Cove

Know or Met Assigned Patrol Sector Officer

Yes, | have met

Yes, but have not met

No, | would like to
meet

m 2013

No, do not care to
meet

9.0
8.5
8.0
7.5
7.0
6.5
6.0

Scores Based on Relationship

Community Enforcement activity Safety education

involvement and
interaction

B Yes, | have met M Yes, but have not met

M No, | would like to meet

Response to calls

B No, do not care to meet

CobaltCommunityResearch.org
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Citv of Copperas Cove

wum | Xt Cloud: Most Important Issues

Facing the City of Copperas Cove

N o'\ef-‘ centel A S \ ar, €3 \ \Qo *2. '_'é,
ORI @%‘%‘““ @[ A,/ %,

122 32

mvw““‘\\

W
“ “&a‘\

\b%
S
%Sk,
RN
%
rihgihg 4
\\
“zﬂ\
ua\nal\“-‘
misihformed uel

Top Themes:

Business: Creating more opportunities for new business owners; more job availability needed; giving
small businesses more opportunities to develop

Lack: Not enough resources to keep infrastructure going; not enough direction from city leaders;
funding

Street: Maintenance needed; street lighting; sidewalk/road improvements

City: Looking for change and growth within the city; variety of stores and restaurants needed;
providing more services to residents

Taxes: Allocating where taxpayers money is spent; funding being wasted; high property taxes

Note: See full list of comments for context
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Strategy is About Action:
SIS Improve Performance to Improve Outcomes

The diagram at the right provides a framework
for following up on this survey.

= The first step (measurement) is complete. This
measurement helps prioritize resources and
create a baseline against which progress can be
measured.

= The second step is to use internal teams to
further analyze the results and form ideas about
why respondents answered as they did and
potential actions in response.

= The third step is to validate ideas and potential
actions through conversations with residents and
line staff — do the ideas and actions make sense.
Focus groups, short special-topic surveys and
benchmarking are helpful.

5 \
Ideas/ )
/ Brainstorm |
Outcomes

= The fourth step is to provide staff with the skills
and tools to effectively implement the actions.

= The fifth step is to execute the actions.

= The final step is to re-measure to ensure progress
was made and track changes in resident needs.
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