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VILLAGE OF WOODRIDGE 

MEMORANDUM 
 
 
DATE:  April 11, 2017 
 
TO:  Honorable Mayor and Village Board Trustees 
  Eileene Nystrom, Village Clerk 

Peggy Halik, Interim Village Administrator 
 
FROM:  Trevor Bosack, Management Analyst 
 
SUBJECT: 2017 Community Needs Survey Analysis 
 

 
Contained in this report are the results of the 2017 Community Needs Survey.  2017 marks the 33rd 
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).  
483 surveys were returned this year, which translates into a 32.2% response rate.  We received 22 
fewer responses 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 or service category 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 ensure 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 
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answers to survey questions remain anonymous unless the respondent lists their address and asks 
for an answer to a specific question or issue. 
 
For the 11th 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, 29 of the 
483 surveys, or 6%, were received by mail.  This is higher than last year’s 4.4%, but much lower 
than 2009’s 45% that were received by mail.  The Village will continue to improve the ease of use 
of the online instrument and reduce the number of paper copies mailed to continue to reduce 
paper waste and the cost of postage.   
 

2017 Changes to the Survey Instrument 
 
Management staff discussed some significant changes to the CNS for 2017.  Highlights of these 
changes include: 
 

 Police Department 
o Deleted the question, “What is your assessment of the Woodridge PD in regards to: 

(1) Police Attitude and Behavior and (2) Overall Agency Performance”  
 

 General Government:   
o Modified the questions, “If you have had contact with Village Hall employees in the 

past twelve months, please rate the service you received” and “If you have had 
contact with staff at Village Hall during the past year, how would you rate their 
service?” so that the options to rate the employees changed from specific employee 
types to the customer service experience provided “In Person; Over the Phone; and 
Electronically.” 

 

 Public Relations:   
o Modified question, “What information do you find most useful in the FOCUS, 

Woodridge’s resident newsletter?” to include more options: “What information do 
you find most useful in Village communications like the quarterly newsletter, social 
media, water bill brief, weekly e-News, etc.?” 

o Added options to the question, “Where and how often are you obtaining local news 
and information from the following sources:” to include Facebook, Twitter, and 
Nextdoor 

o Added options to the question, “Where would you prefer to get information about 
Woodridge?” to include Nextdoor and moved the question up in the survey. 

 

 Quality of Life 
o Eliminated question, “Are you familiar with the Park District Before / After School 

and Summer Camp childcare subsidy program offered by the Village?” 
o Eliminated question, “If you are using services provided by social service agencies, 

please list them below:” 
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 Household 
o Eliminated question, “Please indicate the type of home in which you currently live 

and whether you rent or own.” 
 

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.   
 
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 Coffees 
with the Mayor & Board, Police Roll Call, 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. 
 

2017 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 rose almost 5% to 96.9%; an outstanding level that 
mirrors results from 2015.  Respondents report having the most interaction with police officers 
and dispatchers, although there was an uptick from 6.3% to 9.0% for Community Service Offices.  
The service ratings rose for all measured contacts: Dispatcher (+1.8%), Records (+2.2%), 
Community Services Unit (+8.9%), Patrol Officer (+2.1%), and Detectives (+5.6%). This is an all time 
high for the Community Services Unit after being added to the survey in 2012. Finally, 97.0% of 
respondents feel safe and secure in their neighborhood, up from 95.8% in 2016. 

 52.6% of respondents have had contact with the Police Department in the last five years. 
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 97.3% of respondents rated the Community Services Unit as Excellent or Good. 

 93.6% of respondents rated Patrol Officer services as Excellent or Good. 

 Overall satisfaction with the Police Department is 96.9%. 
 
 

General Government Services 
 
Residents continue to rate the value of Village services highly, increasing the rating by 2.3% over 
last year to 82.6%. This is the fourth year in a row of an approximate 2% increase, after a dip to 
76.1% in 2014.  Amusement tax and user fees were ranked number one and two respectively to 
fund services if increased revenues were needed. The questions regarding service were changed 
this year, with respondents rating their service in person, over the phone, and electronically. 
Further, residents rated the level of service with whom they had contact within the above 
categories. As a result, 93.2% of respondents indicated good or excellent service, in person at the 
front desk. This can be compared against the 79.5% rating of service in 2016, a substantial 
increase. Further, two processes that underwent major changes in the past year, Water Billing and 
Permits, still received favorable ratings of 86% and 87.5% of good or excellent service, 
respectively.  

 83.2% of respondents indicated they had “excellent” or “good” service when they came 
into contact with Village Staff.  

 82.6% of respondents feel they receive a fair level of service for their property tax dollars, 
the highest score in 10 years.  

 
Public Works 
Ratings of services were viewed favorably with an increase in quality across the board including: 
Street Maintenance (+4.7%), Plowing (+5.2%), Street Cleaning (+4.4%), Street Lighting (+1.3%), 
Street Landscaping (+5.2%), Tree Trimming (+7.8%), Tree Removal (+2.7%), and Tree Planting 
(+3.8%). Water quality received an all-time high score of 94% satisfaction. Bike usage has remained 
the same over time.  

 81.6% of respondents indicated that street maintenance was “excellent” or “good”. 

 78.2% of respondents indicated that snow plowing was “excellent” or “good”. 

 81.9% of respondents indicated that street cleaning was “excellent” or “good”. 

 74.7% of respondents indicated that street lighting was “excellent” or “good”. 

 82.3% of respondents indicated that our street landscape was “excellent” or “good”. 

 77.1% of respondents indicated that our tree trimming was “excellent” or “good”. 

 78.4% of respondents indicated that our tree removal was “excellent” or “good”. 

 75.7% of respondents indicated that our tree planting was “excellent” or “good”. 

 94.0% of respondents indicated that water quality was “excellent” or “good”. 

 97.5% of respondents indicated that water reliability was “excellent” or “good”. 
 
Community Development  
Community Development saw minor increases in the evaluation of maintenance of commercial 
areas, with an average increase around 3%. The only commercial maintenance area that went 
down was lighting, but it was nominal (-0.7%). Less than 4% of respondents reported having 
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difficulty maintaining their property, but those that are indicated that it is due to finances (80%). 
Further, regarding regulatory ordinances, respondents felt that enforcement is done well or very 
well as each type (fences, garbage, storage, parking, and weeds) saw an increase in score. 
  

 87.5% of respondents rated maintenance of landscaping as “excellent” or “good”. 

 85.1% of respondents rated maintenance of lighting as “excellent” or “good”. 

 85.9% of respondents rated maintenance of parking lots as “excellent” or “good”. 

 90.8% of respondents rated maintenance of signs as “excellent” or “good”. 

 3.8% of respondents report having a difficult time maintaining their property; a decrease 
from the 5.4% reported last year. 

 83.3% of respondents indicated that residential property is maintained either Well or Very 
Well.  
 

Technology 
Fewer questions were asked this year about technology.  The vast majority of respondents 
frequently connect to the Internet from smartphone (74.4%). Based on the responses, 9.4% of 
respondents indicated that they do not own a smartphone, this is down from 15.3% in 2014 when 
the question was first asked. 
 
Public Relations 
The Village inquires about how well the residents feel informed on the following topics: 
Safety/Crime, Development Activity, Special Events, Emergency Information, Budget/Finance, 
Public Projects, Village Board Activity, and Other. For 7 out of 8 topic, respondents set the highest 
score recorded when rating if they were well or very well informed on the topics. This speaks 
highly to the transparency and outreach efforts that the Village has made a priority over the past 
years. 
 
The e-News (51.0%) and Water Bill Briefs (52.5%) are the top place respondents would like to get 
their information. The FOCUS Newsletter and the Community Notification system came in third 
and fourth at 41.8% and 42.6%, respectively. Facebook is up to 18.5% and Nextdoor, an addition in 
2017, came in at 7.9% 
 

 95.5% of respondents found the Quality of Information on the Village website to be “good” 
or “Excellent.” 

 Respondents “always” or “often” get their information from the Water Billing Brief (57.0%), 
the FOCUS Newsletter (26.5%), E-News (35.0%), the Village Website (23.9%), Facebook 
(13.2%), Twitter (2.0%), Nextdoor (9.4%), and Channel 6 WCTV (6.1%). 

 
Quality of Life 
Overall quality of life in Woodridge continues to measure at an exceptionally high level, as 98.6% 
of respondents are either very satisfied or satisfied with their quality of life. In comparing the 
quality of life with the previous decade, 77.3% of respondents rated the quality of life to be equal 
or improved.  Respondents also feel that Woodridge does a good job of promoting the positive 
aspects of the community, with scores increasing to 87.2% responding ‘yes”. 76.2% of respondents 
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said no they did not find it difficult to afford living in Woodridge, this is exactly the same as last 
year.   
 
The major assets and advantages of living in Woodridge include the location, recreational 
amenities, friendliness of residents, residential neighborhoods, and crime rate. This is the same 
top 5 as 2016. The disadvantages include in order:  public transportation, housing costs, 
employment, distance to employer, and health care facilities. These are also the same top 5 as 
2016.   
 
Highlights from the list of priorities and challenges included:  healthy business community, well-
maintained infrastructure, public safety, fiscal responsibility, and community appearance. 

 
Household 
79.4% of respondents are aged 50 or older with 59.5% of respondents indicated that they have 
lived in Woodridge for 16 years or longer. 73.4% of respondents live in a single family home, and 
increase of 6% over last year 
 

 Approximately one-fourth of respondents live in a townhome or condo. This is down from 
approximately one-third in 2016. 

 78.0% of respondents have two or more people currently living in their home. 

 Age demographics of respondents remained largely the same with just over half of 
respondents between the ages of 50 and 69. 

 73.8% of respondents have been in the community for 11 years or longer. 

 
 
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. 

 
 
 
 

  
 


