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2019 Wilmington Community Survey

Benchmarking Summary Report

Overview

ETC Institute's DirectionFinder® program was originally developed in 1999 to help community
leaders across the United States use statistically valid community survey data as a tool for
making better decisions. Since November 1999, the survey has been administered in more
than 300 cities and counties in 43 states.

This report contains benchmarking data from two sources. The first source is from a national
survey that was administered by ETC Institute during the summer of 2018 to a random sample
of over 4,000 residents in the continental United States. The second source is from a regional
survey administered to a random sample of more than 300 residents in the Atlantic Region of
the United States during the summer of 2018. The states that make up the Atlantic Region are
North Carolina, Virginia, West Virginia, Delaware, Maryland, District of Columbia, and New
Jersey.

The “U.S. Average” shown in the charts reflects the overall results of ETC Institute’s national

survey of more than 4,000 residents; the “Atlantic Region Average” shown in the charts reflects
the results of the regional survey of more than 300 residents in the Atlantic Region.
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National Benchmarks

Note: The benchmarking data contained in this report is
protected intellectual property. Any reproduction of
the benchmarking information in this report by persons
or organizations not directly affiliated with the City of
Wilmington, North Carolina is not authorized without
written consent from ETC Institute.
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Overall Satisfaction with Various City Services
Wilmington vs. Atlantic Reqgion vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Overall quality of fire services

Quiality of trash/recycling/yard waste collection

Overall quality of police services

Quality of parks & recreation programs

Quality of customer service from City employees

Effectiveness of City communication w/ public

Enforcement of City codes and ordinances

Management of stormwater runoff by the City

Maintenance of City streets and sidewalks

Management of traffic flow on City streets
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Overall Satisfaction with Perceptions of the City

2019 City of Wilmington Community Survey: Findings Report

Wilmington vs. Atlantic Region vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale

where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Quality of life in the City

Quality of services provided by City

Appearance of the City

Value received for City taxes and fees

How well the City is planning for growth

Source: ETC Institute (2019)
ETC Institute (2019)
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Overall Satisfaction with Public Safety Services
Wilmington vs. Atlantic Region vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

How quickly police respond to emergencies

Enforcement of local traffic laws

City efforts to prevent crimes

Frequency police patrol your neighborhood 61%
59%
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Overall Satisfaction with Parks and Recreation

Wilmington vs.

Atlantic Region vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Maintenance and appearance of City parks
Number of City parks

Walking trails in the City

Biking trails in the City

Quality of outdoor athletic facilities

City golf course

City recreation centers

Quality of City recreation programs/classes

City swimming pools

Source: ETC Institute (2019)
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Overall Satisfaction with Communication
Wilmington vs. Atlantic Region vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Availability of info. about City services/programs

Usefulness of info. on City's web site

City efforts to keep residents informed

Quality of City's cable television channel

Level of public involvement in decision-making
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Overall Satisfaction with Maintenance
Wilmington vs. Atlantic Reqion vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

57% 1
Condition of street signs and traffic signals % %763/%
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Maintenance of city buildings 1 56% |
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Mowing/trimming along City streets/public areas | 54205/6% |
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Adequacy of City street lighting 56% |
56% ;
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Cleanliness of City streets and other public areas A|6601°/0c} |
(o) |
Maintenance of neighborhood sidewalks I44010/0c}
(0] | |
Cleanliness of stormwater drains 148% | |
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Maintenance of major City streets 1 47% |
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Maintenance of neighborhood streets A47% |
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Overall Satisfaction with Code Enforcement
Wilmington vs. Atlantic Region vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

Enforcement of sign regulations

Enforcing exterior maint. of commercial property

City efforts to remove inoperable vehicles

Enforcing cleanup of debris on private property

Enforcing the mowing of grass on private property

Enforcing exterior maint. of residential property

Source: ETC Institute (2019)
ETC Institute (2019)
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Overall Satisfaction with Customer Service
Wilmington vs. Atlantic Region vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

74%
The way you were treated 70% |
69%

74%
How easy they were to contact 70% |
65% |
67%
The accuracy of the info./assistance given 58% 1
58% |
60% |
How quickly the City staff responded to request 64%
60% |
59% 1
How well your issue was handled 48% |
51% |
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Overall Satisfaction with Ultilities
Wilmington vs. Atlantic Reqion vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

86%
Residential trash collection services 74%
75%
82%
Curbside recycling services 71%
70% |
76%
Yard waste collection services 70%
67%
72%
Bulky item pick up/removal services 52% |
53% 1
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Overall Ratings of the Community
Wilmington vs. Atlantic Reqgion vs. the U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied" (excluding don't knows)

88%
As a place to visit ‘ 61%
59% |
83%
As a place to live 73%
70%
74%
As a place to retire 59% ;
p8% |
69%
As a place to raise children 68%
70%
52% i
As a place to work or build a business 59%
53% |
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