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Citizen Survey Results 

BACKGROUND 

The citizen survey is conducted annually by International City/County Management         
Association (ICMA) and National Research Center, Inc. (NRC).  The survey is customized 
and developed in coordination with City staff. The survey is mailed out randomly to 1,200 
households and the typical response rate is 39% or 426 responses. The results are         
statistically weighted to reflect demographic composition and a 5% margin of error is used 
to compare results. 

 

PURPOSE 

The purpose of the annual citizen survey is to assist with the annual assessment of the 
Strategic Action Plan process for the implementation of the City’s Long-term Vision and to  
provide a statistically valid overview of resident opinions about the quality of life, City      
services, civic participation and issues of local interests. Benchmark comparisons are used 
to compare results with other municipalities and Year to Year Comparison is used to identify 
“strategically significant” changes 

 

GOALS 

The goal of the citizen survey is to identify strengths and weaknesses and to assist the City 
in planning, allocating resources and evaluating programs for improved services, more civic 
engagement, better community, quality of life and stronger public trust. 

 

FOCUS 

 Community Quality 

 Community Design 

 Environmental Sustainability 

 Public Safety 

 Recreation and Wellness 

 Community Inclusiveness 

 Civic Engagement 

 Public Trust 
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Three dimensions of performance: 

 Comparison with other communities  

 Identification of key services 

 Trend line (up or down arrows) 

 

 

29 services in the Key Driver Analysis (KDA) 

 12 above the benchmark 

 3 below the benchmark 

 14 similar to the benchmark 

 Survey identified two key drivers for City 
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 Police Service is a key driver nationally 

 Code Enforcement and Police Service are considered core services in any City 
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 Cleanliness (87%) 

 Overall Appearance 
(85%) 

 Shopping                  
Opportunities (43%) 

 Opportunities to attend  
cultural activities (43%) 

 Employment              
Opportunities (11%) 
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Palm Coast Recognized For High Ratings By Citizens in Ambulance/Emergency Medical Services 
The International City/County Management Association and the National Research Center have awarded 
the City of Palm Coast the 2013 Voice of the People Award for Transformation in Ambulance or          
Emergency Medical Services. 
 
Palm Coast was recognized for having the largest percentage increase in survey-takers for ambulance/
emergency medical services from 2011 to 2012 (out of all jurisdictions nationwide that participated in the 
National Citizen Survey). The percentage of respondents rating Palm Coast "excellent" or "good"          
increased from 88 percent to 96 percent during that time period. 
 
"This award is the result of many years of dedicated work by our Fire Department. Working with the        
Flagler County Fire Service and our medical director shows the dedication to our citizens," said Palm 
Coast Fire Chief M.C. Beadle. "Providing Advanced Life Support service from the fire trucks gives that 
higher level of service by having paramedics arrive with the fire truck. It also allows for our paramedics to 
work with rescue ambulance paramedics to provide citizens an even greater level of care. We are very 
honored that our citizens have had such high praise for our service." 
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CONCLUSION 

 Significant change in ratings for “availability of affordable quality housing” 

 Significant change in “availability of preventative health services” 

 “Significant” change in Code Enforcement, Animal Control Services (greater than 

7% change) 

 Improvement in all categories related to Community Inclusiveness 

 Much above benchmark as “place to retire” 

 Issue for many retirement or bedroom communities 

 City is employing strategy of doing many small things that make a big  difference 

 City is focusing on existing businesses 

 Attracting investment through sports tournaments 

 Partnering with Flagler County on job attraction 

 Offering services through the Business Assistance Center (BAC) 
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Performance Measurement 

BACKGROUND 

Over the past year, staff has developed a performance measurement and reporting  system 
to align department services and programs with City Council’s Strategic Action Plan. The 
system allows departments to measure results and make any needed adjustments to the 
results over the course of the year. The program was developed by a group of employees, 
through a team approach. Development of the program was overseen by the City Manager.  

 

PROGRESS REPORTS 

Supporting staff received hands-on training over the course of the year as it relates to      
inputting data into the new measurement system and reporting the data to management. 
Each department has created a data collection system which works best for their staff, 
however one staff member is ultimately responsible for inputting the results of the 
measures to the measurement system. When staff meets with the City Manager to review 
the final results of their fiscal year 2013 budget, the results of fiscal year 2013’s              
performance measures will also be reviewed. This review process will continue on a    
quarterly basis going forward and will allow the City Manager to review progress being 
made as well as to discuss areas of concern where there may be a lack of progress being 
made throughout the year. This quarterly review will allow the City Manager to identify  
problem areas well in advance and make adjustments as needed to ensure the City’s    
success in achieving the six goals set forth in the Strategic Action Plan. The City Manager 
also has the ability to make changes to the measures over the course of the year if, for    
example, staff is completing measures at a quicker pace than what was originally            
anticipated.  

 

PERFORMANCE MEASURES 

These performance measures were created to track the department’s on an individual     
basis and show the progress (or lack-of) being made towards the six goals established by 
City Council in the Strategic Action Plan. The measures range from monitoring operating 
functions and their efficiency, to addressing infrastructure needs systematically, rather than 
reactively, to ensure a strong future for the City. The Strategic Action Plan is reviewed each 
year, during budget preparation time. After the review, staff meets with the City Manager to 
discuss which measures will carry over to the next fiscal year and any new measures which 
will be added. Although staff is given the opportunity to have input in this process, the City 
Manager ultimately decides what measures will be assigned for the following fiscal year. 



280 

MEASURING RESULTS 

Goal 1 shows City Council’s desire to anticipate the need for additional services and infrastructure in   
order to provide opportunities for mixed use development with good, services and with employment. 
Some strategies implemented to achieve this goal include evaluating projects targeted as highest priority 
for potential upgrades or enhancement, as well as by assessing the need to expand infrastructure for 
sustainable growth.  
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MEASURING RESULTS 

Goal 2 enforces the City’s emphasis on developing and maintaining a strong economy by supporting the 
growth and development of new and existing businesses while creating an environment to attract new 
companies that align with our values. Strategies in place to accomplish this include developing a    
branding strategy which supports strengths of the SBDC/BAC partnership, developing a campaign to 
highlight the City’s economic strengths and opportunities as well as expanding the use of the “Find Your 
Florida” branding strategy.  
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MEASURING RESULTS 

Goal 3 identifies objectives to related to leveraging of our financial strengths while insuring the City      
remains committed to fiscal responsibility in delivering value-added services to residents and             
businesses. The City’s strategies to accomplish this goal include diversifying our revenue sources and 
increasing efficiency through enhanced operations and technological advancements.  
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MEASURING RESULTS 

Goal 4 identifies the City’s strong desire to blend our residential and commercial properties with our “City 
of Parks and Trails” image to create a sustainable framework of visual appeal while caring for our land,   
water, air and wildlife.  
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MEASURING RESULTS 

Goal 5 shows the City’s mission to enhance the quality of life for our citizens by providing safe,            
affordable and enjoyable options for cultural, educational, recreational and leisure time events .  
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MEASURING RESULTS 

Goal 6 identifies a desire to develop and implement a comprehensive plan to improve City employee 
skills and performance through education and training, performance management and through personal 
development opportunities. Strategies include to develop a program to identify individual skills and foster 
improvement of professional skills, creating a comprehensive training program, establishing a customer 
experience program to solicit customer feedback and to create a customer service element to City-wide 
employee training. Additional strategies include seeking and soliciting student internship opportunities 
with educational institutions and developing a recruitment and training program team to identify future 
opportunities. 
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