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VILLAGE OF WOODRIDGE 

MEMORANDUM 

 

 

DATE: September 19, 2014 

 

TO:  Honorable Mayor and Village Board Trustees 

  Eileene Nystrom, Village Clerk 

  Kathleen Rush, Village Administrator 

 

FROM: Trevor Bosack, Management Analyst 

 

SUBJECT: 2014 Community Needs Survey Analysis 

 

 

Contained in this report are the results of the 2014 Community Needs Survey.  2014 marks the         

30
th

 anniversary of the Community Needs Survey.  The purpose of the survey is to identify resident 

opinions and perceptions regarding the services provided by the Village of Woodridge.  1,500 

surveys were randomly distributed to Woodridge residents (1,000 single-family, 500 multi-family).  

523 surveys were returned this year, which translates into a 34.9% response rate.  This response rate 

is 5.5 percentage points higher than last year.   

 

Included in this report is a summary of the significant findings from this year’s survey.  Survey 

results are presented according to the department being evaluated. Mean scores are assigned to a 

variety of rated questions (for example: in some questions the respondent could mark either 

“excellent,” “good,” “fair,” or “poor”).  The rated items are on a four-point scale and can be 

interpreted as:  

 

1.00 - 1.75 Excellent 

1.76 - 2.50 Good 

2.51 - 3.25 Fair 

3.26 - 4.00 Poor 

 

The mean scores for the rated questions are shown in the section immediately following this 

memorandum.   

 

A valid percentage (which excludes blank or “no opinion” responses) was used on several survey 

questions in lieu of a percentage based on frequency.  When computed correctly, a valid percentage 

provides a more accurate reflection of respondent’s thoughts and concerns than that of an all-

inclusive percentage.  As in past years, the Village worked with an independent statistician to insure 

that our analysis of the results is statistically sound.  In addition, an independent online survey 

company was contracted to ensure the privacy of respondents.  All answers to survey questions 

remain anonymous unless the respondent lists their address and asks for an answer to a specific 

question or issue. 
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For the 8
th

 year, respondents to the Woodridge Community Needs Survey had the option to respond 

to the survey online.  The Village has been promoting on-line responses for the purposes of 

eliminating paper waste and to improve the efficiency of results reporting.  This year, 32 of the 523 

surveys, or 6.1% were received by mail.  This is a 2.0% improvement from last year’s 8.1%, and 

much lower than 2009’s 45% that were received by mail.  The Village will continue to improve the 

ease of use of the on-line instrument and reduce the number of paper copies mailed to continue to 

reduce paper waste and the cost of postage.   

 

2014 Changes to the Survey Instrument 
 

Management staff discussed some significant changes to the CNS for 2014.  Highlights of these 

changes include: 

 

 Police Department:   
o The four questions last year that referenced the Community Resource Center were 

removed. These included: 

 Question #7, “Are you familiar with the Community Resource Center?” 

 Question #8, “Have you or your family used the services offered at the 

Community Resource Center?” 

  Question #9, “How frequently does your family use the Community Resource 

Center services?” and  

 Question #10, “Please indicate if you or your family have volunteered or 

would like to volunteer at the Community Resource Center.”   

o The option Overnight Parking was added to Question #5 “What contact have you 

had with the Woodridge Police Department?” 

o Question #6 was added, “What is your assessment of the Woodridge Police 

Department?” This question measures the public opinion on Attitude & Behavior 

and Overall Performance. These were measured in the past as part of the question, 

“Please rate your contact with the Woodridge Police Department” 

 

 General Government Services 
o Question #11 was added, “Have you or your family used the services offered at the 

Village Hall Front Desk?” 

o Question #13 was previously included as Question #37 in the section entitled 

“Public Relations”. 

 

 Public Works: 
o Question previously #22 and now #20 was altered to include an open-ended 

comment regarding Satisfaction with the Woodridge Bikeway System. 

o Question #21, “How is the Bikeway System used by members in your household?” 

was eliminated. 

 

 Community Involvement:   
o Question #32, “What type of non-residential development would you like to see 

added to the Woodridge business community?” was eliminated.  
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 Technology: 

o The section previously titled Televisions Services has been renamed Technology.  

o Question #31 was added, “In which of the following settings have you connected to 

the Internet?” 

o Question #32 was added, “On which devices have you connected to the Internet?” 

 

 Community Involvement:  
o Question # 33, “For each of the following programs that you participated in, please 

rank your level of satisfaction” had additions and subtractions to the answer 

selections. Mayor & Board Coffee was added to the options. The eliminated 

selections included All-Village Garage Sale and New Resident Packet. 

 

 Public Relations:   
o Question #35 was added, “How well does the Village keep you informed on the 

following topics?” 

o Question #38, “Have you visited the Village’s website at www.vil.woodridge.il.us?” 

was altered from a yes/no question. Those that answer no, now have the ability to 

explain why they had not visited the website. 

o Question #41 “What improvement(s) to the website would you find useful?” and “Is 

there a need for the website to be provided in a different format?” were split into 

two separate questions for the 2014 survey. These questions are #40 and #41, 

respectively. 

 

 Quality of Life 
o Question #50 was added, “Have you or your family use the services provided at the 

Janes Avenue Facility?” 

o Question #51 was added, “Are you familiar with the Park District childcare subsidy 

program offered by the Village?” 

 

 Household 
o Question # 55, “From the list of services, please rank your top 5 priorities where 1 is 

the highest and 5 is the lowest of your top 5 priories” had an eliminated choice of 

Community Resource Center. 

o Question #55 from 2013 was modified for 2014 (Q58). “If you speak a second 

language in your home, please indicate that language” was altered to read, 

“Indicate if there is a primary language spoken at home other than English.” 

 

Community Needs Survey and Strategic Management Process 
 

The purpose of the survey is to assess public perception of Village services and to give residents the 

opportunity to make suggestions for improvement. The Village utilizes the findings to determine if 

changes in services are necessary or if additional information needs to be shared with its residents.  

 

Commonly asked questions raised by respondents are answered and aggregated into a Frequently 

Asked Questions document.  The FAQ is posted on the Village's website. Specific questions and 

concerns raised on the survey are addressed by each relevant department manager and are followed 

up with a personal letter to the survey respondent making the commentary.   

http://www.vil.woodridge.il.us/
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The annual Community Needs Survey is a major component of the Strategic Management Process.  

Input gathered from the survey and from other citizen engagement efforts such as the Topic Forums 

and the annual Town Meeting is used during the budget process. It is through these efforts that the 

Village is able to respond to public expectations while it fulfills its mission, meets its mandates, and 

copes with challenges in the years ahead.  

 

As a result of the collaborative effort, the rapport between citizens and its local government grows 

stronger and the quality of the community improves.  The Village has much to be proud of, as the 

survey illustrates that respondents are satisfied with life in Woodridge and the services they receive. 

 

2014 Community Needs Survey Findings 
 

Each year, the results of the Community Needs Survey are analyzed for trends.  These findings are 

then highlighted to identify the significant findings of the survey for the specific survey year.  

Overall themes in the significant findings are then published in a significant findings report that is 

posted on the Village website.  

 

Police Department 

Overall satisfaction with the Police Department is at 97.0%, the third year in a row that satisfaction 

was 97% or higher. An increase of .8% was recognized in Overall Agency Performance, with 

94.0% of respondents indicating the agency was performing either Excellent or Good. A ten year 

high was recognized with 92.8% of respondents indicating that Police Attitude and Behavior was 

either Excellent or Good. The Adequacy of Service provided by dispatch, records, community 

service units, crime prevention offices, and response times (for both emergency and non-

emergency) were all over 91%. The rating of service from the Records Division increased 

substantially, climbing 9.2% over last year to 96.2%.  The Adequacy of Service provided by patrol 

officers and detectives was over 80%. 

 

 95.9% of respondents feel safe and secure in their neighborhood. 

 50.8% of respondents have had contact with the Police Department in the last five years. 

 96.2% of respondents had “excellent” or “good” service with the records department, up 

9.2% from last year. 

 92.8% of respondents rated the Police Attitude and Behavior as Excellent or Good, an 

increase for the third year. 

 Overall satisfaction with the Police Department is 97.0%, the third year in a row at 97% or 

above. 

 

General Government Services 

 

Residents are embracing electronic methods of payment. For the first time, a combined majority are 

using either Direct Debit (22.3%) or the website (28.2%). A total of 50.5% are using digital means 

to conduct routine Village business. The Front Desk Service declined considerably from the 

previous year to 86.2%. This may be due in part to increased development activity, as the front desk 

supports both building and finance transactions and the building customer interactions are more 

time consuming. As in past years, the majority of respondents feel that they receive a fair level of 
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service for their property tax dollars.  This year’s rating of 76.1% was a slight decline from 2013, 

but is in the average range from the past 5 years of 75.8%.  

 

 86.2% of respondents rate the Front Desk service as Excellent or Good. This is a drop of 8% 

from the past years. 

 81.3% of respondents indicated that had “excellent” or “good” service when they came into 

contact with Village Staff. This is down approximately 10% from the prior year. 

 76.1% of respondents feel they receive a fair level of service for their property tax dollars.  

 More respondents favor Amusement or Sales Taxes to fund an increase in services, when 

compared to 2013. (19.2% for Amusement Tax and 18.6% for Sales Tax, compared to 

15.2% and 17.3%, respectively for 2013). Utility Tax was unfavorable, dropping from 3.1% 

to 1.7% from 2013 to 2014. 

 Electronic methods of routine payments continue to increase from year to year.  Direct Debit 

increased 3.0 to 22.3% and Website payments increased 6.4 to 28.2%. 

 
Public Works 

The harsh winter and Emerald Ash Borer may have contributed to decreased ratings on plowing, 

street maintenance, street landscaping, tree trimming, and tree planting. Street lighting (+2.6) 

increased this year. A new service, tree removal was rated at a combined 64% of “excellent” or 

“good”. There was an increase in respondents indicating that they had not experienced a sanitary 

sewer backup, up 1.5%. Overall usage of the bikeway system for both adults and children is down; 

however 97.0% of users are satisfied with the bikeway system.  

 

 77.7% of respondents indicated that street maintenance was “excellent” or “good”. 

 70.1% of respondents indicated that snow plowing was “excellent” or “good”. 

 76.6% of respondents indicated that street cleaning was “excellent” or “good”. 

 79.5% of respondents indicated that street lighting was “excellent” or “good”. 

 80.8% of respondents indicated that our street landscape was “excellent” or “good”. 

 68.2% of respondents indicated that our tree trimming was “excellent” or “good”. 

 64.0% respondents indicated that our tree removal was “excellent” or “good”. 

 69.8% respondents indicated that our tree planting was “excellent” or “good”. 

 92.5% of respondents indicated that water quality was “excellent” or “good”. 

 94.4% of respondents indicated that water reliability was “excellent” or “good”. 

 97.0% of respondents rated their satisfaction with the bikeway system as “very satisfied” or 

“satisfied.”   This is the highest rating in ten years. 

 
Community Development  

Community Development recognized gains in every measurable category regarding maintenance of 

commercial areas. After lower assessments last year, the Community Development ratings 

rebounded in 2014 with increases including landscaping (+1.1%), lighting (+1.8%), parking lots 

(+0.7%),  and signs (+3.7%). Overall 86.2% of respondents felt that commercial areas are 

maintained “very well” or “well” – up 0.3% from 2013. For the third year in a row, more 

respondents are indicating that they are having a difficult time maintain their property (4.3%). 

Respondents did not feel as strongly about the enforcement of ordinances as they had in 2013. 

Fences (-3.2%), garbage (-0.9%), storage of junk (-1.2%), and vehicle parking (-4.0%), and weeds 
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(-1.5%) all declined. On a positive note, overall, there was a 1.7% increase on how well respondents 

felt residential property was maintained. 

  

 96.0% of respondents indicated that they received adequate information/instructions when 

applying for a permit.  This is up 0.5% from 2013. 

 4.3% of respondents report having a difficult time maintaining their property; a slight 

increase from the 3.7% reported last year. 

 80.9% of respondents indicated that residential property is maintained either Well or Very 

Well.  

 

Technology 
The number of respondents identifying themselves as Comcast customers increased 3.8 percentage 

points to 71.5%. Interestingly, an increase of 0.7% of respondents indicated “none”. The majority of 

respondents frequently connect to the Internet from home (91.2%). At least 70% of respondents 

own a desktop computer, laptop, tablet, or smartphone.  

 

Community Involvement 
The newly introduce Mayor & Board Coffee indicated that 91.9% of respondents were either “very 

satisfied” or “satisfied”. Up this year was the fireworks display with a 97.3% satisfaction rate. 

Decreases were noted in Woodridge Jubilee (down 0.3% to 94.2%), Town Meeting (down 2.8% to 

90.0%) and Topic Forum (down 5.0% to 90.3%). 

 

Public Relations 
The percentage of respondents who feel well informed about what is going on in Woodridge, rose 

from 87.3% to 88.7% representing the highest score in ten years. The trends indicate that 

respondents are “always” or “often” receiving information from water billing briefs, Focus, and e-

News. One item to consider is as more people move to paying bills online or through the direct bill 

pay, they will not receive a copy of the Water Bill Brief, which has been identified as a major 

source of communication.  

 

The more seldom used media include the village’s website, and channel 6 WCTV. An all-time high 

of 83.3% of respondents visited the website and 93.4% indicated that the quality of information on 

the Website was ‘excellent’ or ‘good’ (down 0.1% from 2013). Finally, social media, as a means of 

obtaining information, showed gains as Facebook was up 1.8% to 13.5% and Twitter rose 0.3% to 

2.3%. The majority of respondents prefer to get their information (53.4%) from breaking e-mail 

newsletters. 

 

 88.7% of respondents indicated that they feel informed about what is going on in 

Woodridge.  This is the highest score in ten years. 

 Respondents “always” or “often” get their information from Water Billing Brief (55.1%), 

the FOCUS Newsletter (42.3%), E-News (33.2%), the Village Website (26.7%) and 

Channel 6 WCTV (8.0%). 

 93.4% of respondents ranked the quality of information provided on the Village website as 

“excellent” or “good”. 

 31.3% of respondents turn on Channel 6 WCTV for information. 
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 Almost 70% of respondents prefer to receive information from e-mail (53.4%), Facebook 

(13.5%), or Twitter (2.3%). Printed publications, as a source of information, is down to 

45.4%, the first time it has been under 50%. 

 

Quality of Life 
Overall quality of life in Woodridge continues to measure at a very high level. 97.1% of 

respondents are either very satisfied or satisfied with their quality of life. Respondents also feel that 

Woodridge does a good job of promoting the positive aspects of the community, with 83.8% 

responding ‘yes”. An increase of 5.3% of respondents indicated that they found it difficult to afford 

living in Woodridge, up to 25.4%. Regarding some of the social services offered, 7.7% of 

respondents were aware of the subsidy program and a combined 4.6% knew about the computer 

classes, ESL classes, parents as teachers program, and youth counseling program. 

 

The major assets and advantages of living in Woodridge include the location, residential 

neighborhood, friendliness of residents, shopping, and housing affordability.  The disadvantages 

include, in order:  crime / drug abuse, lack of public transportation, housing costs, distance to 

employer, and lack of employment. The core service priorities this year were: crime prevention, 

attracting and retaining business, drug and gang suppression, snow plowing, and drinking water 

supply.  This is consistent with previous years’ ratings. 

 

Household 

The largest change in 2014 versus years past is the type of home in which respondents replied. This 

year only 67.2% of respondents were from a single family home, a decrease of 14.9% and the first 

time in the past ten years that is has been under 82.1%. The increase was seen in the number or 

condominium residents, as there was a 10.0% increase from 10.5% to 20.5%. Additionally, 

increases were seen in the types of properties rented versus being owned. Those that rented a condo 

increased 5.5% from 2.7% to 8.2% and those that rented a townhouse increased from 3.8% to 7.8%. 

One factor that contributed to this was an increase of surveys mailed to multifamily housing. 31.2% 

of respondents were from multifamily housing, up from 17.0% in 2013. 

 

Regarding the ages of the respondents, an increase of 3.8% was seen in the 30-39 demographic and 

a 5.0% increase was seen in the 50-59 age group. However, a decrease of 4.8% was indicated for 

40-49 and a decrease of 3.3% for 60-69. 

 

Finally, a question regarding whether a second language was the primary language spoken in the 

home was added to the survey. 11.8% of respondents indicated that a second language was the 

primary language in the home spoken. Primary languages included Spanish (16.7%), Chinese 

(12.1%), and Polish (6.1%). 

 

 Single family home decreased almost 15% as the type of home that respondents lived. 

 Households with only one member increased to 21.2% of all responses. 

 Age demographic increases were seen in 20-29 (+2.5%), 30-39 (+3.8%), and 50-59 (+5.0%). 

Decrease were seen in 40-49 (-4.8%), 60-69 (-3.3%), and 70+ (-3.1%) 

 70.7% of respondents have been in the community for 11 years or longer. 
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Summary of Significant Findings 

 
 There were a large number of respondents who had complaints about property taxes. 

 The community was split on the bikeway system. Responses ranged from “One of the 

reasons why I wanted to stay in Woodridge” to “Nobody uses it, bike riders are still all over 

the streets, what a waste of money”. 

 There was a 14% increase in responses from multifamily homes, a result of increasing the 

number of surveys sent to that targeted audience. 

 

Communication of Community Needs Survey Results  
Copies of this report will be posted on the Village website and advertised through the Village’s 

public relations outlets including the highly read E-News and the Water Bill Briefs. 
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