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@i \easuring Where You Are:

Why Research Matters

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

" Perception impacts behaviors you care about

" Understanding community perception helps you improve and
promote the Township

* Community engagement improves support for ditficult
decisions

" Reliable data on community |
demands of vocal minorities with the reality of limited

rities aids in balancing

resources

" Bottom line outcome measurement of service and trust: Good
administration requires quality measurement and reporting
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# COMSTOCK

Study Goals

Support budget and strategic planning decisions

" Explore service assumptions to ensure baseline service
measures are understood

= Identify which aspects of community provide the greatest
leverage on citizens’ overall satisfaction

= Discover key outcome behaviors such as recommending
the community, remaining in the community, volunteering
and encouraging someone to start a business

" Determine support for planning and zoning regulations
and future service opportunities
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Bottom Line

" Comstock Township overall ACSI score = 66 | 2013 = 64
* Michigan Local Governments = 64 | 2013 = 60
* Michigan Local Governments (Pop. 10,001-25,000) = 65 | 2013 = 64
* Michigan County Governments = 59 | 2013 = 56
* Michigan State Government = 46 | 2013 = 45

" There are several areas where improvement can have significant impact
on overall satisfaction:

= 2017 Drivers: 2013 Drivers:
* Twp government management Twp government management
" KEconomic health Economic health
= Property taxes Property taxes
= Police services Police services

" Detailed information by specific demographic groups is available to aid
in policy review
" Detail by: sample or volunteer, years of residency, age, employment status, income,
household composition and type of home
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4/ COMSTOCK

Methodology

Random sample of 1,500 residents drawn from voter records

Utilized www.random.org, a well-respected utility used
internationally by many universities and researchers to
generate true random numbers

Conducted using two mailings in May and June 2017

Valid response from 356 residents, providing a conventional
margin of error of +/- 5.1 percent in the raw data (95%
confidence)

= 2013 = 322 responses, 211 volunteers; +/- 5.4% at 95%

= 2017 = 356 responses, 9 volunteers; +/- 5.1% at 95%

" Note: National surveys with a margin of error +/- 5% require a

sample of 384 responses to reflect a population of 330,000,000

In addition to the random sample, there were 9 responses
from volunteer respondents for a total response of 367
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-
Results g
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ACSI Dimensions

(High score = 10)

Average Score (High =10.0)

Overall satisfaction Compared to expectations Compared to ideal

2013 m2017
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(High score = 10)

Outcome Behaviors

Average Score (High =10.0)

5.4

Recommend as a place to
live

Remain in community Plan to volunteer

2013 m2017

Encourage businesses to
start up
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Community Image
(High score = 10)
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@aeetial Understanding the Charts:

Community Questions — Long-term Drivers

Perceived Performance

Higher 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.

Higher impact areas where the
Township received high scores
from citizens. They have a
higher impact on engagement if
improved. Action: Continue
investment

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

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

outcomes.
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Drivers of Satisfaction:

Strategic Priorities

1. Fire coverage

2. Response time to fires
3. Response time to
emergencies
4. Respectful treatment of
citizens

5. Fair/equitable enforcement
6. Response time to calls for
senice

7. Public transportation
options

8. Street maintenance/repair
9. Accommodation for bike/foot]
traffic

10. Faimess of property
appraisals

11. Amount/quality of senices
for taxes paid

12. Trustworthy leaders

13. Efficient and organized
operation

14. Well-trained employees
15. Communicates effectively
with community

16. Spends dollars wisely
17. Encourages citizen ideas
and involvement

18. Maintains website that
meets needs

E 19. Affordability of housing
1 20. Stability of property values
21. Cell phone reception

22. Speed of your intemet
conneciton

23. Variety of internet access
options

Fire & EMS

Infrastructure

Property
Taxes

Township Government

Econ-

Telecomm

=10.0)

Satisfaction (High

9.0

7.0

5.0

Lower Impact,
Lower Satisfaction

Higher Impact,
Higher Satisfaction

0.2
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#COMSTOCK

Drivers of Satisfaction:

Strategic Priorities Compared to 2013

1. Fire coverage

2. Response time to fires
3. Response time to
emergencies
4. Respectful treatment of
citizens

5. Fair/equitable enforcement
6. Response time to calls for
senice

7. Public transportation
options

8. Street maintenance/repair
9. Accommodation for bike/foot]
traffic

10. Faimess of property
appraisals

11. Amount/quality of senices
for taxes paid

12. Trustworthy leaders

13. Efficient and organized
operation

14. Well-trained employees
15. Communicates effectively
with community

16. Spends dollars wisely
17. Encourages citizen ideas
and involvement

18. Maintains website that
meets needs

E 19. Affordability of housing
1 20. Stability of property values
21. Cell phone reception

22. Speed of your intemet
conneciton

23. Variety of internet access
options

Fire & EMS

Infrastructure

Property
Taxes

Township Government

Econ-

Telecomm

=10.0)

Satisfaction (High

9.1

7.1

5.0

Lower Impact,
Lower Satisfaction

Higher Impact,
Higher Satisfaction

0.2
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Drivers of Satisfaction:

Economic Health

Average Score (High =10.0)

5.5

4.5
Affordability of housing

Stability of property values

2013 m2017
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/COMSTOCK
Feomsi Drivers of Satisfaction:

Property Taxes

Average Score (High =10.0)

4.0

Faimess of Township Amount and quality of services received
property appraisals for the Township taxes paid

2013 m2017
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@Rl  Drivers of Satisfaction:

Police Services

Average Score (High =10.0)

Respectful treatment of citizens Fair and equitable enforcement Response time to calls for service
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Township Planning and Zoning
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Increase Restrictions

Planning & Zoning

Bincrease Restrictions
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Support for potential ordinances

Percentage Specifying

Twp should move towards Residents should be Twp should optin to allow Twp should optin to allow
one trash/recycling carrierto allowed to have a limited medical marijuana grow medical marijuana
reduce traffic and cost number of chickens (hens) operations as licensed by dispensaries as licensed by
the State the State
H Agree EDisagree
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Budget Priorities and Support
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Reduce Service Levels
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Privatize/Outsource the Service
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Current Levels:

Raise Taxes
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Support for Budget Actions if Revenues Not Adequate to Maintain
Current Levels:
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= Current Levels:

Special Assessment

O Special Assessment
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Preferred Options for All Services

mReduce Service Levels

O Privatize/Outsource the Service

ORaise Taxes

ORaise User Fees

O Special Assessment
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Support for future services
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Town Hall
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2017 Comstock Twp
Citizen Survey
Town Hall

2017 Comstock Twp Citizen Survey
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Dependent paren] 145 F T SO | Tves | Sooc | Boe | Bew | 7o | 250t | oo | Bess | -
Mone of these] 235 | Sdi [ 1422 635 | a7 | 25 [ @e | 7w [asc | esic | B3 | san: [TEe
Condo| 5152 | Sai | &5e | G0t | SEot | S0s< | 1< - — | 1 | ad | Ties | 2o | e
.ﬁ.partmenti Tiee | - | @ee| Al | Bies | - | A | ez | - | 22w | Bdes | oo | dee
Housze on 1acre orless| 2622 | 5822 | 142 56 | d22< | 252 | 32 | B | Bix 314 B2 | 37 | B
House on 1-10 acres| 2621 | 6231 | 1534 - 6234 4134 23 | 5| 102 - 1734 552 | 36 | 112
Howuse onmore than 10 acres] 1720 | 582 | 170 | 8% | 7O | 40 | 4082 - 205 | 105 | 1054 58 | 332 | AT
Mobiledmarnufactured home] 5054 | 5054 — — — — — — — — — — —
Sample] 31 | 55 | 120t H BT | 45 | 250 | dm | B0k | B | 27t | BEwi | oo | B
Valuntesr| 3822 255 [ 252 [ 13| 400 [ &0 - - |z 2o aoec | 3 | 3Ec | -
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CHARTER TOWNSHIP

#/COMSTOCK

Frequency of visit(s) to Township offices

Percentage Specifying

20%
10%
2%
0% B @
Never Less than 4 times 5-12 times More than 12 times
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CHARTER TOWNSHIP

#/COMSTOCK

Reason for visit(s)

o)
£
&
[3]
[+}}
o
7]
)
o
8
c
[+)]
<
[)
o
25%
20%
10%
8%
0,
4%
0%
Pay property Obtain Property Building Cemetery Passports Other
taxes absentee information permits/ information
ballot/vote inspections
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CHARTER TOWNSHIP

#/CO

i Text Cloud: What other reasons did you have for

visiting the Township Office?

Top Themes:
1. Transfer
Station —

purchase
card/pass
2. Library — visit
library, check
out materials
3. Doglicenses

CobaltCommunityResearch.org
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FINES = et weaee EYENT
U SE

....... pass L

et DUMPSTAT] 0 Nt

4::'.'." PAR KEAHIJEH VIOLATIONS REESMBLEﬁ e FE]"ES

FAVOR . e a

WAYE U M P A ”"TU REPM A R D 1 crEcKEn

PcRmQLEnE%m’sE UH PLA I N T excesSive SUPERINTENDENTWaRST ha"ﬂ '"Elﬁﬂf
STREET™

TALKED
BOARD
POOR

BLIGHT

Note: See full list of comments for context
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CHARTER TOWNSHIP

#/COMSTOCK

Township offices open?

What hours would you like to see

Percentage Specifying

Remain the same

Stay open until 6 PM at
least one night a week

Open before 8 AM at
least one morning a week

CobaltCommunityResearch.org
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CHARTER TOWNSHIP

#/COMSTOCK

Parks and Recreation
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CHARTER TOWNSHIP

#/COMSTOCK

Do current parks and recreation facilities
meet your needs?

Percentage Specifying

Yes | do not utilize the parks
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CHARTER TOWNSHIP

#/COMSTOCK

Usage by Parks

o 70% —
£

e

S 60%
Q.

(/2]

S

s 50%
c

[}]

o

& 40%

12
21%
17%
14%
12%
9%
e 2%
2% 1% 1% 1% 4% 5% 0% 0% 0% 1% 1% gisam 2%

None 5 times or fewer 6 - 10 times More than 10 times
Celery Street Cooper/Peer = Fleetwood
® Green Meadow ®m McLinden Trails Merrill
North/South Wenke B Robert Morris Wenke Softball Complex
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CHARTER TOWNSHIP

#/COMSTOCK

Impact of parks in the Township

Percentage Specifying

30%
20%
17% . 17% 17% .
- . . . . . . )
0%
Positive Easy to Well Provide Well Provide Enhance Positive Protect
impact on access maintained facilities/ promoted economic home values impacton wildlife/
communities activities | benefit quality of life  natural
joy ) beauty
B Agree E Disagree
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ool e
s .-a;.v;_%:!ié 352 ot
Ry 2

Top Themes:

1. Access —location in
Township,
accessibility of parks

2. Trails — quality of
nature trails

3. Swimming — access

to swimming, lakes,
rivers

CobaltCommunityResearch.org

L2beEl Text Cloud: Three (3) things you like most about
i Comstock Township Parks

ﬂuNKcleahhhessluuk """""""""""""""""" ACTIVITIESEE

EAHESCU“’IITIUI'II USEWALM ”ﬁglﬁi
WATER APPEARANCE g .k.,w vmt ;m
ww=cleahlLacatidl E

MCLINDENEY™ VLT m VN
GOODPAR KSAav FEABB%GREAT

ﬂHLﬂE -
R MiNG:z

FamhﬁMAINTAINED

"""" penpl

FISl'llh_g
apeh
LOT

‘‘‘‘‘

Note: See full list of comments for context
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CHARTER TOWNSHIP

G Text Cloud: Three (3) things about Comstock

iragearas EXPANDED MAINTAINED comstock L”“ij‘ "‘S’“"‘EMERR ILL aaiv

Top Themes: EHHEE?M A I N TE N A N [: E yogyrams

fl-‘-*vhs' HANEING serwhg

1. Plavoeround :leah bike NEIGHBORHOODS wel O
. y8 Fggﬁ[gq; - mm. m m{:%ﬁﬂ
equipment — add #,??:%IE U P ETE S H LKET
T ENEEDSINEROVE oy

' EVENTS ot

parks, repair/replace Mol & X mFEEL%JE
current equipment K I DSE Q U I "“"M E"N T Ik| i
2.  Kids QUESTIONABLE mamc I:DLIRTS

— mofre ering A
activities for youth PHPAPHATE ”"Es'““ﬁ-f"""”“”“’ess'” dACTIVITIEwa

taxes

3. Maintenance — dugﬁ rrrrrr AREAEE ER""GH U RR I S LITTLE puorpose ununmz[n all aving desbiltics
better maintenance ﬁl“gllhhd
in parks, bathroom riIZAY
maintenance

Note: See full list of comments for context

CobaltCommunityResearch.org Page 47




CHARTER TOWNSHIP

Best method of receiving information
about parks

Percentage Specifying

Mailings sent to Township website  Social media Email newsletter Flyers distributed Other
your home at parks

CobaltCommunityResearch.org Page 48



CHARTER TOWNSHIP

Y SBMETECK Text Cloud: What other ways do you prefer to

receive information from the Township?
,Usuﬁ:??ﬁfﬁ“@ﬁ*tﬂgSPR INKLE:=MOUTHEoHSToeK

spend FRUHUTIUH )
Top Themes: o\ dT ........ ALIBRARY hl BULLETN L\ .EE,,Hém mmmmmmmm
1. TV MEDMI buard ssssss s
priht Elr.‘a &fﬁﬁ?ﬁea HEHSLETTERE"’-‘”‘ i -

PARKS

Communicator “:ﬁém%M AI r::LLEI N GEEMEE.C ey ﬁ AALINE
3. Email NEWS lllll nmmm K I BBSEH“ELE%ER
pUBLICI-VGOMMUNICATOR::

2. Comstock oBSERVATIONNIEWS | € ﬂ' L“‘“‘..'._},“ﬁ’»i?a

’’’’’

somes Communicatar Mo @ NEWS wmwED DA dl l al
PM&H“QBOAR DLHIWB R A R Y wgnnnuutmm

“statiohs EHEAFESTHE*'EEEVEN TS BROADCASTING LOCAL GETT ING™

GETTING
Access
HONEY

Note: See full list of comments for context
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CHARTER TOWNSHIP

gaaesy Five (5) projects you want to see implemented

and the willingness to pay for selected projects

1. Add sledding hills 72%
2.Constructa
gymnasium

3. Construct additional
restrooms

4. Construct an outdoor
artificial ice rink

5. Swimming pool

6. Continue to develop
the linear trail system
7. Develop a children's
water play area

8. Develop a dog park

9. Construct soccer fields 36%

10. Construct tennis
courts

11. Maintain, upgrade &
improve existing park
facilities

12. Purchasing land for
developing additional
parks

13. Install skateboard
facilities

14. Install additional

playgrounds
15. Construct multi-use o
pavilions 0%

16. Develop more 0% 42% 84%
community events Willingness to Pay

‘obaltCommunityResearch.org Page 50
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CHARTER TOWNSHIP

%COMSTCK Text Cloud: Additional comments to share with

the Township

CURRENTLY CLEARUP

TOP Themes: [:;EEJEI% R E Mnﬁczo HBH.Q.E ME N Tﬂhﬁ’ﬂF thlhA(REELAESA??PEN
1. Taxes — reduce wahtI N E REA S EDE?@ wrcxer TV FIXING U SEFEEL

uuuuuuuuu m FUNDING GOVERNMENT WASTE

property taxes, better Pau J L E .
usage of tax dollars BAI] CONPACTOR LEA\'ESSIJFER[HTEHI]RTTI Lo .iCEmeATWWM AK ENERS
2. Parks — focus on LAEHBUSINESST AX :STU:NG S TREETCUT E'[ffﬁ‘g
improving other S'DEHﬂEﬁHEYEARS rrrrr IlEVELIJFHENTih ee Gk

, CPS

areas of community TIME
— not the parks NEIGut!EngB Hil’giTgiTD Gho M M U N I I‘“¥n[ms

006
3. Schools — improve, ‘%llsuum!} [][]NEVENTSPULIEE uﬂﬂa
lacks community Wﬂhmﬂ
support &

Note: See full list of comments for context
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CHARTER TOWNSHIP

#/COMSTOCK

Implementing Results
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CHARTER TOWNSHIP

Perception v Reality: Minimize Distortion

or Fix Real Performance Issues
\ y

Perception gap:
Respondents rated based

on a false idea or
understanding. Address
with communication
strategy to change that
perception.

Real performance issue:
Address with an
improvement plan. When

performance improves, it
becomes a perception gap
to address with a
communication strategy.
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CHARTER TOWNSHIP

#/COMSTOCK

Strategy is About Action:
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 p—
actions in response. 5

. . . . . Implement
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.

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 1s to re-measure to ensure progress
was made and track changes in resident needs.
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