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Performance Measures

Employee Engagement (2.13)

Feeling Invited to Participate 
in City Decisions (2.15)

Data-Driven Governance (3.35) 
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City of Fort Worth
Charts and Graphs

The following slides show the charts and 
graphs for the City of Fort Worth in 2023. 

2024 City of 
Tempe Community 
Survey Highlights
Presented by ETC Institute

© 2022 Billy Hardiman. All Rights Reserved. 
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• Community Survey Results
• Employee Survey Results
• Questions

Agenda
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Community 
Survey 

Purpose

Objectively assess satisfaction 
with City services

Gather input from residents to 
help set community priorities

Assess trends over time

Compare performance to other 
communities
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Methodology
Survey Description Like previous surveys conducted by ETC Institute. Last survey was 

conducted in 2023. 

Sample Size
1,055 completed surveys from City residents; Goal was 800.

The sample was designed to ensure the results would be 
statistically valid for each of the city’s eight-character areas. 

Margin of Error ±3.01% at the 95% level of confidence. 

Method of Administration
Hybrid methodology of Mail, Phone, and Online. 

ETC Institute encouraged participation with texts, postcards, 
emails and social media ads.
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Location of 
Respondents
• Good representation of 

responses throughout the City.

• Home address of all respondents 
are geocoded to the block level 
to ensure anonymity of the true 
respondent address while still 
ensuring good geographic 
representation.

• Boundaries displayed are Census 
Block Groups. (merged as needed)
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Benchmarking
Tempe continues to set the standard for the delivery of city services in most areas
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Perceptions Of The City
• Tempe sets the standard compared to other communities.
• Tempe rated higher in all areas that were measured. 

83%

80%

73%

67%

62%

52%

49%

46%

39%

42%

38%

34%

51%

47%

46%

41%

44%

37%

0% 20% 40% 60% 80% 100%

The overall quality of services offered 
by the City of Tempe

Availability of information about City 
programs, events, services, and issues

Overall quality of customer service

Usefulness of Tempe.gov (website)

Leadership of the City's elected officials

Your ability to participate in City 
decision-making processes

Tempe U.S. Average Mid-Sized City Average (pop. 100k-249k)
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Quality of Life and City Services
• Tempe sets the standard compared to other communities in almost all areas. 

91%

86%

86%

85%

74%

74%

74%

55%

64%

56%

47%

55%

53%

56%

63%

71%

62%

56%

61%

61%

56%

0% 20% 40% 60% 80% 100%

Quality of residential trash collection services

Quality of Tempe Public Library

Quality of recycling services

Quality of bulk trash pickup/removal services

Appearance of the City

Image of the City

Maintenance and appearance of City recreation
 and community centers

Tempe U.S. Average Mid-Sized City Average (pop. 100k-249k)
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Quality of Life and City Services: Cont.
• Enforcement of property maintenance codes is where Tempe rated lower than other communities.

72%

69%

66%

58%

51%

47%

49%

46%

59%

55%

46%

45%

61%

52%

64%

57%

55%

50%

0% 20% 40% 60% 80%

Quality of City recreation programs and services

The City's overall efforts to promote access, 
diversity, and inclusiveness in the community

Adequacy of street lighting

Quality of landscape maintenance along streets/sidewalks

City enforcement of property maintenance codes 
and the appearance of commercial properties

City enforcement of property maintenance codes 
and the appearance of residential properties

Tempe U.S. Average Mid-Sized City Average (pop. 100k-249k)
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Public Safety

93%

93%

75%

74%

70%

55%

48%

76%

71%

81%

53%

66%

49%

50%

85%

77%

80%

56%

68%

53%

54%

0% 20% 40% 60% 80% 100%

Quality of local fire services

Quality of medical services provided
 by the Fire Department

Feeling of safety in your neighborhood

Quality of local police services

Overall feeling of safety in the City

Efforts by the City to prevent crime

Enforcement of local traffic laws

Tempe U.S. Average Mid-Sized City Average (pop. 100k-249k)

• Tempe is setting the standard for most areas measured.
• Efforts to prevent crime and enforcement of local traffic laws is where Tempe rated lower. 
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Sustainable Growth and Development
• Tempe is setting the standard for most areas measured.
• Tempe is not the only community nationally struggling with planning for growth. 

75%

72%

70%

56%

55%

53%

45%

63%

42%

37%

45%

50%

49%

39%

68%

46%

46%

47%

56%

53%

46%

0% 20% 40% 60% 80%

Condition and clarity of street signs

Quality of walking and biking paths

Quality of local transit service 
(bus, rail, Orbit, streetcar)

Management of traffic flow on City streets

Condition of major City streets and sidewalks

Quality of your internet service provider

How well the City is planning for growth

Tempe U.S. Average Mid-Sized City Average (pop. 100k-249k)
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Financial Stability and Vitality
• Tempe is +20 points higher than both the national and mid-sized city average. 

58%

33%

37%

0% 20% 40% 60% 80%

The overall value that you receive for
 your City tax dollars and fees

Tempe U.S. Average Mid-Sized City Average (pop. 100k-249k)
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Trends
This City of Tempe is Moving in the Right Direction
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Trends

• The City has continued to see positive trends since 2022. 
• The last three years were compared, 2024, 2023, and 2022.
• 155 areas were assessed. 

• 106 areas were statistically unchanged from 2023. 
• 25 areas increased from 2023.
• 24 areas decreased from 2023.
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Trends: Areas With the Biggest Increases

• The hours and days of service (Mon- Sun 7am-6pm) that 311 is available +14.5%
• Solid waste (trash), recycling, & green organics +9.4%
• Quality of local transit service (bus, rail, Orbit, streetcar) +8.3%
• Feelings of safety at night in neighborhood parks +7.8%
• Leadership of the City's elected officials +6.8%
• Overall condition of your neighborhood +6.4%
• Overall quality of new commercial development in the City, including architecture and design +6.0%
• Quality of water conservation programs +5.9%
• Adequacy of street lighting +5.8%
• Feeling of safety in your neighborhood +5.5%
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Trends: Areas With the Biggest Decreases

• Quality of arts programs (e.g., Arts in the Parks, Edna Arts classes, Free Art Friday) -10.5%
• Ease of access to City Public Meetings -8.0%
• Quality of Before and After School (Kid Zone) programs -7.6%
• Quality of Tempe History Museum exhibits and programs -7.2%
• How residents get information: City social media (Twitter/X, Facebook, Instagram, Nextdoor) -6.6%
• Usefulness of TempePublicLibrary.org (website) -6.3%
• Usefulness of TempeCenterfortheArts.com (website) -6.3%
• Ease of access to Boards and Commission Meetings (schedules, agendas, minutes) -6.3%
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Priorities For The Community
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Priorities for Improvement

0% 20% 40% 60% 80% 100%

37%

30%

26%

19%

18%

17%

13%

12%

11%

11%

10%

10%

10%

Services for individuals experiencing homelessness

Condition of City streets

Police services

Traffic safety (Vision Zero)

City infrastructure (e.g., bridges, waterlines)

Neighborhoods

Economic/business development

Art, recreation programs, & library services

Appearance of City

Alley maintenance

Community Health/Human/Social/Education services

Water/wastewater (sewer)

Quality & safety of businesses & homes
1st Choice 2nd Choice 3rd Choice
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Priorities for Improvement: Cont.

0% 20% 40% 60% 80% 100%

9%

9%

7%

7%

7%

6%

5%

4%

4%

3%

3%

3%

1%

0%

Services for older adults (50 yrs+)

Parks

Fire services

Multimodal (streetcar, bus, etc.)

Traffic delays

Solid waste (trash), recycling, & green organics

Historical preservation

Transit service frequency

Condition of City sidewalks

Emergency medical services

Customer service

Disability services

Maintenance of City buildings

Fire prevention services
1st Choice 2nd Choice 3rd Choice
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ETC’s Importance-Satisfaction Analysis
2024 Importance-Satisfaction Rating
Tempe, Arizona
Community Survey

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating
I-S Rating 

Rank

High Priority (IS .10-.20)
Condition of City streets 30% 1 55% 14 0.1329 1
Medium Priority (IS <.10)
Traffic safety (Vision Zero) 19% 3 56% 13 0.0851 2
Police services 26% 2 74% 6 0.0692 3
Alley maintenance 11% 8 41% 17 0.0637 4
Economic/business development 13% 5 52% 15 0.0620 5
Neighborhoods 17% 4 68% 10 0.0549 6
Community Health/Human/Social/Education services 10% 9 61% 12 0.0398 7
Traffic delays 7% 13 45% 16 0.0365 8
Art, recreation programs, & library services 12% 6 74% 7 0.0311 9
Appearance of City 11% 7 74% 5 0.0278 10
Parks 9% 10 75% 4 0.0224 11
Multimodal (streetcar, bus, etc.) 7% 12 70% 9 0.0204 12
Disability services 3% 17 64% 11 0.0090 13
Solid waste (trash), recycling, & green organics 6% 14 87% 3 0.0079 14
Customer service 3% 16 73% 8 0.0069 15
Fire services 7% 11 93% 1 0.0050 16
Emergency medical services 3% 15 93% 2 0.0023 17
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Additional Findings
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Have You Contacted The City In The Past Year?

44%56%

Yes No

Q13a. Overall Experience

96%

96%

93%

91%

91%

90%

82%

4%

4%

7%

9%

9%

10%

18%

0% 20% 40% 60% 80% 100%

Was the employee honest

Were you treated fairly

Did the employee(s) listen to you carefully

Was the information you were given accurate

Did the employee care about your well-being

Did staff respond to your request in a timely 
manner

Were your needs met

Yes No
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Which of the following do you use to get information about 
the City of Tempe?

64%
59%

54%
33%

26%
25%
24%

23%
17%

17%
10%

9%
8%

7%

0% 20% 40% 60% 80% 100%

City websites

Water bill newsletter (Tempe Today)

City mailings

TV news

City email subscriptions

Newspapers

City social media (Twitter/X, Facebook, Instagram, Nextdoor)

Recreation Opportunities Brochure

Tempe 311 (by phone, website, mobile app)

Neighborhood/community meetings

City meetings (virtual)

Radio/podcast news

City videos (on YouTube, City website, social media)

Tempe 11 (Cable TV)
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Tools to Help City Leaders Use the Results of 
the Survey More Effectively
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Online Dashboard
tempe.gov/surveys
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City of Fort Worth
Charts and Graphs

The following slides show the charts and 
graphs for the City of Fort Worth in 2023. 

2024 City of 
Tempe Employee 
Survey Highlights
Presented by ETC Institute

© 2022 Billy Hardiman. All Rights Reserved. 
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Employee 
Survey 

Purpose

To objectively assess job satisfaction 
and engagement of City employees 

To identify opportunities to improve 
the working environment for City 
employees  

Assess trends over time

Compare performance to other 
communities
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Methodology
Survey Description Like previous surveys conducted by ETC Institute. Last survey was 

conducted in 2022. Available in both English and Spanish. 

Sample Size
1,321 completed surveys from employees. 69% of employees!!!

Good representation from all departments.

Margin of Error ±1.51% at the 95% level of confidence. 

Method of Administration
Hybrid methodology of Online, Mail, and Phone Employees were 
encouraged to complete the survey online but were given the option of 
returning the survey by mail or completing it by phone.



page 33

Overall Satisfaction
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Overall Satisfaction Among Tempe Employees Is Significantly Higher 
than the National Average

87%

67%

0% 20% 40% 60% 80% 100%

Overall, how satisfied are you with 
your current job?

Tempe U.S. Average for Local Governments
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Level of Agreement with Statements

90%

88%

87%

83%

81%

75%

65%

67%

62%

61%

67%

71%

0% 20% 40% 60% 80% 100%

My co-workers treat me with respect

My immediate supervisor treats me with respect

I feel physically safe in my work unit

My work is appreciated by my immediate supervisor

I have the materials and equipment I need to do my job effectively

I receive information that affects my work in a timely 
manner from my immediate supervisor

Tempe U.S. Average for Local Governments

• Tempe is setting the standard for most areas measured. Only below the National Average in 3 
areas. 
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Level of Agreement with Statements: Cont.

75%

74%

68%

51%

49%

48%

64%

64%

53%

58%

50%

45%

0% 20% 40% 60% 80%

I receive training to do my job effectively

The City's health care plan meets my needs

I am encouraged to be innovative and come up with 
better ways to do things at work

The Director/Chief and Deputy Directors/Assistant Chiefs in my 
department use input from employees to make decisions

I believe poor job performance is dealt with effectively by 
managers/supervisors in my work unit

The amount I am paid is fair for the work I do

Tempe U.S. Average for Local Governments
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Employee Engagement
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Gallup Employee Engagement

68%

53%

60%

32%

32%

36%

0% 20% 40% 60% 80%

2024

2022

2020

Tempe Gallup Employee Engagement (2024)

After a decline in 2022, Tempe has seen an improvement, beating the high mark set in 2020. 
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Trends: Areas With the Biggest Increases Since 2022
59 of 64 areas improved 

• Overall, I am satisfied with the level of employee engagement in my department +14.7%
• The City's programs related to professional development and career mobility, such as 

educational partnerships, Tempe Professional Development Network, etc., are useful to me +14.4%

• I believe poor job performance is dealt with effectively by managers/supervisors in my 
work unit +14.0%

• Overall, I am satisfied with the professional development opportunities that are available 
to me at the City +12.7%

• I believe exceptional job performance is recognized appropriately by managers/supervisors 
in my work unit +12.6%

• Employees in my department are highly motivated about accomplishing our goals +12.2%
• There is someone at work who encourages my career development +11.3%
• I have been mentored at work +11.0%
• I am encouraged to be innovative and come up with better ways to do things at work +10.9%
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Trends: Areas With the Biggest Decreases Since 2022
Just 5 of 64 areas decreased

• The amount of leave that I receive each year meets my needs -6.7%
• The amount that I pay for health care benefits is reasonable -3.4%
• Overall, I am reasonably compensated in pay and benefits for the work I do -1.8%
• The City's health care plan meets my needs -1.6%
• The amount I am paid is fair for the work I do -1.1%
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Tools to Help City Leaders Use the Results of 
the Survey More Effectively
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Online Dashboard
tempe.gov/surveys
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Summary of Findings
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In Summary: Community

• The City of Tempe continues to set the standard for the 
delivery of City services.

• Overall satisfaction among residents has stayed consistent 
since 2023.

• Continue addressing issues related to individuals experiencing 
homelessness and the condition of City streets.
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In Summary: Employee

• Overall Satisfaction Among Tempe Employees Is 20%  
Higher than the National Average. 

• Employee Engagement has increased 14.7% since 2022.
• Tempe Engagement is Now 36% Above the National 

Average (68% vs. 32%).
• Satisfaction improved in 59 of 64 areas that were assessed in 

both 2022 and 2024.
• Areas related to compensation and benefits are the only 

items that decreased since 2022.



page 48

Questions? 



Performance Measures

Employee Engagement (2.13)

Employee Vertical Diversity (2.20)

Municipal Equality Index (3.12)

Data-Driven Governance (3.35)

Employee Turnover (5.07)



Employee Survey Action

50

DEPARTMENT SPECIFIC ANALYSIS AND STRATEGIES

CITYWIDE ACTION PLAN

Facilitated  Planning
Citywide Team - Inclusive of all levels of the organization

Union & Employee Groups – CON,UAEA,TSA ,TOA, IAFF, SMT, TBEA, Tempe PRIDE



2024 Employee Survey Raffle Winner!

Officer Joe Guajardo
Police Department, Bike Squad

108 E. University Drive 
Tempe, Arizona, 85281 51

One-night Stay
compliments of

Canopy by Hilton 

$25 Gift Certificate
compliments of

Perfect Pear Bistro



Wydale K. Holmes 
Director

STRATEGIC MANAGEMENT AND INNOVATION OFFICE

(480) 350-5312
wydale_holmes@tempe.gov
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