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BACKGROUND AND OBJECTIVES 

Home to nearly 70,000 residents, the Town of Castle Rock provides police, fire and rescue, parks and recreation, development, public works, and water 
services to residents, as well as general government services of community relations, facilities, finance, human resources, innovation and technology, 
and a municipal court system. Beginning in 2011, the Town has conducted a biennial survey of residents and businesses to gauge local attitudes. The 
survey is intended to collect statistically reliable data that represents all Castle Rock residents, as well as reaching out to all businesses. 

The 2019 Community Survey was built on the previous research efforts but was modified to address the changing environment for conducting market 
research and the changing needs of the Town. The survey provides insights into 

¶ Perceived quality of life in Castle Rock and the extent to which residents and businesses believe the Town provides high-quality services, is 
headed in the right direction, and delivers value for the tax dollars paid 

¶ Use and perceptions of Town services (public safety, roads and public works, water, parks and recreation) 

¶ Community character 

The 2019 Community Survey was conducted February 19 to March 18, 2019. Average survey length for residents was just over 32 minutes. The 
business interviews took an average of 15 minutes. 

QUESTIONNAIRE DESIGN 

The questionnaire design process began with a careful review of previous questionnaires. While key measures were retained, some questions were 
dropped or revised to provide higher-quality data. The average survey time was just over 32 minutes and included questions regarding: 

¶ Castle Rock as a Place to Live 

¶ Community Character  

¶ Police and Safety 

¶ Fire and Emergency Medical Services 

¶ Public Works 

¶ Castle Rock Water 

¶ Parks and Recreation 
 

¶ Strategic Priorities 

¶ Planning for Growth 

¶ Communications and Media 

¶ Special Topics 

¶ Demographics 
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METHODOLOGY  

Resident Survey 

The methodology used an address-based sample, similar to the approach used in 2015 and 2017.  

The sample frame was composed of a list of all addresses in Castle Rockτas defined by a shape fileτincluding those indicating that post office boxes 
are the only way they get mail. NWRG drew a random sample of 15,000 households within the Town boundaries. This list was then matched against a 
comprehensive database to determine if the household had a matching landline or cell phone number. Additionally, email addresses were appended 
where possible.  

a. Households with no matching phone number or email address: A random selection of these households were sent a letter printed on 
Town letterhead and signed by Mayor Jason Gray asking them to complete the survey online or by calling a toll-free number. Each 
letter offered a PIN and a URL to access the survey. 

b. Households with an email address: All households with an email address were sent an email signed by the mayor asking them to 
complete the survey online. Residents who did not complete the survey online were followed up with via phone. Note, all of these 
households were put through a permission pass process prior to the study beginning. A permission pass is a process in which potential 
respondents receive an initial notification prior to the beginning of data collection. This allows us to remove any undeliverable email 
addresses, as well as provide people an early opportunity to opt out. 

c. If a matching phone number was found, the household was called and asked to complete the survey by phone.  

With all data collection modes, respondents were screened to ensure that they were a head of a household (18 years of age or older) and living within 
/ŀǎǘƭŜ wƻŎƪΩǎ town limits.  

A total of 588 residents completed the entire survey. While this is less than the number who completed in 2015 and 2017, it is still well over the 
targeted 400 completed surveys and continues to be a higher response rate than seen in other cities and towns. Using a 95 percent confidence level, 
the margin of error for the entire sample is no greater than plus or minus 4.0 percentage points. This means that if the study were duplicated in the 
same time frame with a different 588 respondents, sampled in the same fashion, 95 times out of 100, the same result would occur, within the stated 
range. 

Resident survey data are weighted to ensure that results of the 2019 Resident Survey are generally representative of the population of Castle Rock 
according to 2017 American Community Survey (ACS) 5-Year estimates. The first stage is weight-adjusted for sample frame type by taking the 
proportion in the sample frame and dividing by the proportion of completed interviews for each sample type. The second weight is a post-stratification 
ranking weight to ensure that gender and age distributions of the sample match those of all Castle Rock residents. Unless otherwise noted, weighted 
data are used throughout this report.  
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 Business Survey 

A similar approach was used to reach licensed businesses located within the town limits. The Town provided NWRG with the list of 2,079 businesses 
with valid addresses and or phone numbers. A letter was sent to all businesses on the list with a valid address, asking participants to complete the 
survey online or by calling the data collection partner. Email invitations were sent to all businesses with a valid email address. Follow-up phone calls 
were made to businesses that did not respond. This approach resulted in a total of 199 interviewsτ111 completed online and 88 completed by phone. 
The margin of error for the business survey is no greater than plus or minus 6.6% at 95 percent ŎƻƴŦƛŘŜƴŎŜΦ bƻǘŜ ǘƘŀǘ ŘǳŜ ǘƻ ǘƘŜ ǎƳŀƭƭ άǳƴƛǾŜǊǎŜέ ƻŦ 
businesses, the finite population factor is taken into account when determining statistical significance. 

Open Community Survey 

After the conclusion of the Resident Survey, the link to the online version of the questionnaire was opened so that all community members could 
participate. Two hundred forty-eight community members chose to complete the open online survey. While this report does not cover this data, the 
results to the open survey were similar to that of the sampled population. Additionally, the open-ended responses to the open survey are included in 
Appendix V. 

Margin of Error 

The margin of error is a statistic expressing the amount of random sampling error in a survey's results. In simple terms, the margin of error means that 
if the same question were asked of a different sample but using the same methodology, 95 times out of 100, the same result within the stated range 
(margin of error) would be achieved.  

The following table provides the margin of error for the resident and the business survey over the past four years. 

Table 1: Error Margin of Error 

Survey Year Number of Completes Margin of Error 

Resident 2015 713 +/ς3.6% 

Resident 2017 720 +/ς3.6% 

Resident 2019 588 +/ς3.9% 

Business 2015* 150 +/ς8.0% 

Business 2017* 211 +/ς6.3% 

Business 2019* 199 +/ς6.6% 
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QUALITY STANDARDS AND REPORTING CONVENTIONS 
ISO 

All work was conducted and is reported in accordance with ISO 20252: 2010 Market Research quality standards, and all respondents were assured that 
their responses would be kept confidential. No answers or opinions are tied back to individual residents or businesses, and responses are aggregated 
by neighborhood and analyzed by groups.  

Trends 

While there were changes and updates to the questionnaire, many questions were retained or are similar to questions asked in 2015 and/or 2017. 
Where possible, this report provides comparisons to previous data. 
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BENCHMARKING 
.ŜƴŎƘƳŀǊƪƛƴƎ ƛǎ ŘŜŦƛƴŜŘ ŀǎ άǘƘŜ ǊƻǳǘƛƴŜ ŎƻƳǇŀǊƛǎƻƴ ǿƛǘƘ ǎƛƳƛƭŀǊ ƻǊƎŀƴƛȊŀǘƛƻƴǎ ƻŦ ŀŘƳƛƴƛǎǘǊŀǘƛǾŜ ǇǊƻŎŜǎǎŜǎΣ ǇǊŀŎǘƛŎŜǎΣ ŎƻǎǘǎΣ and staffing to uncover 
opportunities to improve services and/or to lower costs.έ1F

1 Benchmarking enables communities such as Castle Rock to 

¶ Quantify measures of performance 

¶ Quantify the gap between community performance and best practices 

¶ Encourage focus on outcomes rather than simply performance 

The sample frame for the benchmarking data consists of over 2,400 randomly selected households from across the United States. The sample frame 
was not designed to gather a specific number of completed surveys from a select number of cities. Therefore, there is no specific list of benchmark 
cities from which to compare. Benchmarking is performed against individuals residing in specific geographic areas.  

For benchmarking, Castle Rock results for key questions are compared to 

¶ All respondents nationwide,  

¶ Respondents living in other 3.5-Star communities, as well as those in 4.0-Star communities,  

¶ Respondents in the Mountain census division (Colorado, Utah, New Mexico, Arizona, 
Nevada, Wyoming, Montana), 

¶ Respondents living in cities of similar sizes (between 50,000 and 100,000 residents), and 

¶ άteer cities,έ ǿƘƛŎƘ ŀǊŜ ǘƘƻǎŜ identified to be similar to Castle Rock 

bƻǘŜΣ ōŜƴŎƘƳŀǊƪƛƴƎ ƛǎ ƻƴƭȅ ŀǾŀƛƭŀōƭŜ ƻƴ ǉǳŜǎǘƛƻƴǎ ƛƴ ǘƘƛǎ ǎǳǊǾŜȅ ǘƘŀǘ ƳŀǘŎƘ b²wDΩǎ ōŜƴŎƘƳŀǊƪƛƴƎ 
survey data. The 2019 Castle Rock Survey contains questions that are unique to this city and cannot 
be benchmarked. 

 

 

  

                                                           

1 aŀǊƪ IƻǿŀǊŘ ϧ .ƛƭƭ YƛƭƳŀǊǘƛƴΣ ά!ǎǎŜǎǎƳŜƴǘ ƻŦ .ŜƴŎƘƳŀǊƪƛƴƎ ǿƛǘƘƛƴ DƻǾŜǊƴƳŜƴǘ hǊƎŀƴƛȊŀǘƛƻƴǎΣέ !ŎŎŜƴǘure White Paper, May 2006. 

άPeer citiesέ included in this report are  

Aurora, CO Chula Vista, CA Grand Prairie, TX Meridian, ID Springfield, MO 

Bellevue, WA Colorado Springs, CO Henderson, NV New Braunfels, TX  

Boise, ID Columbia, MO Irving, TX Norman, OK  

Brighton, CO Edmond, OK Lawrence, KS Olathe, KS  

Broken Arrow, OK Fort Collins, CO Lincoln, NE Parker, CO  

Carlsbad, CA Fort Myers, FL Loveland, CO Peoria, AZ  

Cedar Rapids, IA Fremont, CA Mckinney, TX Richardson, TX  
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Resident Survey Geography 

In addition to analysis by key demographic segments, the analysis looks at differences in results by ŜŀŎƘ ƻŦ ǘƘŜ ¢ƻǿƴΩǎ six council districts. 
 
The left side of Map 1 shows the total unweighted number of interviews conducted in each district, and the right side shows the total weighted 
number of interviews conducted in each district.  

The study was not designed to control for district level populations, so the number of completed interviews may not match the actual population 
distribution of Castle Rock. 

Weighting was performed to ensure that the sample closely matched the age and gender characteristics of the entire Town of Castle Rock. No 
weighting was done at the council district level. This may change the district distribution of responses slightly. This does not impact the integrity of 
the survey. 

Map 1: Unweighted vs. Weighted Distribution of Interviews by Town Council District  
 

  

 

 

 

 

  

Unweighted count by district Weighted count by district 
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Business Survey Geography 

Businesses are grouped into 13 sales tax districts:  

¶ Area around Outlet Mall 
(n=0) 

¶ Atchison (n=3) 

¶ Downtown (n=54) 

¶ Founders Marketplace (n=0) 

¶ Gilbert (n=0) 

¶ I-25 Founders SE (n=8) 

¶ Justice (n=4) 

¶ Kinner (n=2) 

¶ Malibu (n=6) 

¶ Meadows (n=8) 

¶ Milestone (n=6) 

¶ Outlets at Castle Rock 
(n=13) 

¶ Plum Creek (n=2) 

¶ Promenade (n=5) 

¶ S Founders Pkwy (n=6) 

There were an additional 65 businesses that were 
unable to be assigned to a specific business district. 
This was either because they had incomplete address 
data, or the address provided did not fall into one of 
the districts. 

 

 

 

Map 2: Distribution of Interviews by Business Sales Tax District 

 

 

  



17 | P a g e 

2019 Castle Rock Community Survey  

Understanding the Data 

This report summarizes the major findings of the research for each survey topic overall.  

Tables and charts provide supporting data. Unless otherwise noted, column percentages are used. Percentages are rounded to the nearest whole 
number. Columns generally sum to 100 percent except in cases of rounding. In some instances, columns sum to more than 100 percent due to multiple 
responses given to a single question; these cases are noted. 

Mean values are reported on an 11-Ǉƻƛƴǘ ǎŎŀƭŜ ǿƘŜǊŜ άлέ ƛǎ ƭƻǿ ŀƴŘ άмлέ ƛǎ ƘƛƎƘΦ CƻǊ ǊŜǇƻǊǘƛƴƎ ǇǳǊǇƻǎŜǎΣ ǘƘŜ мм-point scale was collapsed into four 
ƎǊƻǳǇǎΥ ά±ŜǊȅ {ŀǘƛǎŦƛŜŘέ όмлςфύΣ ά{ƻƳŜǿƘŀǘ {ŀǘƛǎŦƛŜŘέ όуςсύΣ άbŜǳǘǊŀƭέ όрύΣ ά5ƛǎǎŀǘƛǎŦƛŜŘέ (4ς0). hƴ ǎƻƳŜ ƻŎŎŀǎƛƻƴǎΣ ǘƘŜ ά5ƛǎǎŀǘƛǎŦƛŜŘέ ƎǊƻǳǇ ƛǎ ŦǳǊǘƘŜǊ 
ǎǇƭƛǘ ƛƴǘƻ ά{ƻƳŜǿƘŀǘ 5ƛǎǎŀǘƛǎŦƛŜŘέ όпςнύ ŀƴŘ ά±ŜǊȅ 5ƛǎǎŀǘƛǎŦƛŜŘέ όмς0).  

Throughout thŜ ǊŜǇƻǊǘΣ άǘƻǇ ōƻȄέ ǎŎƻǊŜǎ ŀǊŜ ǎƘƻǿƴΦ These are ǘƘŜ ǎǳƳ ƻŦ άvery sŀǘƛǎŦƛŜŘέ ŀƴŘ άsomewhat sŀǘƛǎŦƛŜŘΦέ In some instances, the sum of the 
two scores is a percentage greater or less than the sum of the individual scores. This is due to rounding, as the percentages are first summed and then 
rounded to the nearest whole number. For example, if 12.42 percent ŀǊŜ άǾŜǊȅ ǎŀǘƛǎŦƛŜŘέ ŀƴŘ тΦо percent ŀǊŜ άǎƻƳŜǿƘŀǘ ǎŀǘƛǎŦƛŜŘΣέ ǘƘŜ ǊŜǇƻǊǘ ǿƛƭƭ 
show 12 percent άǾŜǊȅέ ŀƴŘ т percent άǎƻƳŜǿƘŀǘέ ǎŀǘƛǎŦƛŜŘ όмнҌтҐмфύΣ ǿƘƛƭŜ ǘƘŜ total percent satisfied will be reported as 20 percent (12.42 + 7.3 = 
19.72, which rounds to 20). 

Except aǎ ƴƻǘŜŘΣ άŘƻƴΩǘ ƪƴƻǿέ ŀƴŘ άǊŜŦǳǎŜŘέ ǊŜǎǇƻƴǎŜǎ ŀǊŜ ŎƻǳƴǘŜŘ ŀǎ ƳƛǎǎƛƴƎ ǾŀƭǳŜǎ ŀƴŘ ŀǊŜ ƴƻǘ ƛƴŎƭǳŘŜŘ ƛƴ ǘƘŜ ǊŜǇƻǊǘŜŘ ǇŜǊŎŜƴǘŀƎŜǎΦ 

The base for a question may vary depending on answers to previous questions or inclusion in a specific analytical groupτfor example, residents who 
have had contact with the police versus those who have not had contact. Unless otherwise noted, the results in this report are based on the final 
weighted sample data, although actual (unweighted) base sizes are used to determine statistically significant differences and reliability.  

The report also identifies differences that are statistically significant. If a difference is large enough to be unlikely to have occurred due to chance or 
sampling error, the difference is statistically significant. Unless otherwise noted, statistical significance was tested at the 95 percent confidence levels. 
A statistically significant difference may not always be practically significant. The differences of practical significance depend on the judgment of the 
ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ƳŀƴŀƎŜƳŜƴǘΦ  
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5-STAR RATING 

bƻǊǘƘǿŜǎǘ wŜǎŜŀǊŎƘ DǊƻǳǇΩǎ /ƻƳƳǳƴƛǘȅ wŜǎŜŀǊŎƘ ǇǊƻƎǊŀƳ ƛƴŎƭǳŘŜǎ a proprietary index and benchmarking tool, the 5-Star Rating System, designed 
to measure the overall quality of governance and vision as a complement to traditional and individual measures of the quality of life and delivery of 
services in a city.  

The-5-Star Rating is a composite index that captures the essence of how 
well a city or town meets the critical needs and expectations of its 
residents and that uses a robust theoretical and mathematical model. 
The model is based on a weighted sum of five questions: (1) overall 
quality of life, (2) overall quality of city services, (3) perceived 
comparability to other communities (that is, is Castle Rock seen as better 
or worse than other communities), (4) direction the community is 
headed, and (5) perceived value of services for tax dollars paid. 

Each question is given a relative weight based on proprietary analysis. 
The results are then combined using a logarithmic calculation to create 
ǘƘŜ ¢ƻǿƴΩǎ р-Star Rating. The relative strength of the weights used for 
each question are shown in the figure to the right.  

The model was initially developed in 2007. Much has changed over the 
intervening years, and in 2018 and early 2019, Northwest Research 
Group worked with the original statistician to re-evaluate the model and 
update the calculation. The new calculation places more emphasis on 
the value of services and the direction the community is headed and less 
emphasis on the comparability to other communities, better reflecting 
the way that residents today think.   

The new model has been retroactively applied to the 2015 and 2017 
ǊŜǎǳƭǘǎ ǎƻ ŀǎ ǘƻ ŎƻƳǇŀǊŜ άŀǇǇƭŜǎ to ŀǇǇƭŜǎέ ǿƘŜƴ ǘǊŜƴŘƛƴƎ ǘƘŜ ŘŀǘŀΦ  

 

 

Overall Quality of Life

Qverall Quality of
Services

Comparability to Other
Communities

Direction City is
Headed

Value of Services for
Tax Dollar Paid

Relative Weight in Model
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Overall 5-Star Rating 

 
Castle Rock has retained its 3.5-Star City status between 2017 and 2019. While the Town continues to receive fairly high ratings regarding the overall 
quality of life and comparability to other cities and towns, there have been decreases in two attributes: the direction the town is headed and the 
overall quality of life.  
 
   

  2015 2017 2019 

NWRG1: How would you rate the overall 
quality of life in Castle Rock? 

% Combined Exceeds Expectations 94% 94% 89%(Ҩ2017) 
% Greatly Exceeds Expectations 36% 31% 27% 
% Exceeds Expectations 58% 63% 62% 
Mean 8.02 7.85 7.54(Ҩ2017) 

 

  2015 2017 2019 

NWRG2: How would you rate the overall 
quality of services provided by the Town 
of Castle Rock? 

% Combined Exceeds Expectations 90% 88% 89% 
% Greatly Exceeds Expectations 30% 28% 25% 
% Exceeds Expectations 61% 60% 64% 
Mean 7.64 7.52 7.45 

 

  2015 2017 2019 

NWRG3: Compared with other cities and 
towns, how would you rate Castle Rock 
as a place to live? 

% Total Combined Better 94% 93% 92% 
% Significantly Better  55% 47%(Ҩ2015) 44%(Ҩ2015) 
% Better than Other Cities 39% 46% 48% 
Mean 8.39 8.23 8.05(Ҩ2015) 

 

  2015 2017 2019 

NWRG4: Overall, would you say that 
Castle Rock is headed in the right or 
wrong direction? 

% Combined Right Direction 73% 61%(Ҩ2015) 54%(Ҩ2017) 
% Strongly Right Direction 30% 18%(Ҩ2015) 13%(Ҩ2015) 
% Somewhat Right Direction 43% 44% 41% 
Mean   6.83 6.05(Ҩ2015) 5.61(Ҩ2017) 

 

 

  2015 2017 2019 

NWRG5: Do you feel that you are 
ƎŜǘǘƛƴƎ ȅƻǳǊ ƳƻƴŜȅΩǎ ǿƻǊǘƘ ŦƻǊ your 
tax dollar or not? 

% Combined Receiving Value 79% 73%(Ҩ2015) 69%(Ҩ2015) 
% Strongly Receive Value 53% 18%(Ҩ2015) 18%(Ҩ2015) 
% Somewhat Receive Value 27% 55% 51% 
Mean 7.07 6.62(Ҩ2015) 6.51(Ҩ2015) 

 

2017 2015 2019 
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The spider diagram to the left illustrates /ŀǎǘƭŜ wƻŎƪΩǎ ǊŀǘƛƴƎǎ ƻǾŜǊ ǘƘŜ ȅŜŀǊǎΦ ¢ƘŜ ¢ƻǿƴ has maintained steady ratings since 2015 for the quality of 
services. Comparability to other communities and value of services decreased from 2015 to 2017 but have remained at 2017 levels this year. Overall 
quality of life has declined from 2017. Finally, the direction the community is headed declined both in 2017 and 2019. The direction the community 
is headed has consistently scored below the other 5-Star questions. 

The diagram to the right illustrates how Castle Rock performs against other cities and towns across the country. Castle Rock rates above other 
Mountain West communities in all measures except the direction the community is headed. Castle Rock performs similar to other 3.5-Star 
communities for value and quality of services and quality of life. The direction the community is headed is the only area that underperforms other 
benchmark communities.  

Figure 1: 5-Star Rating Compared to Previous Years

 

Figure 2: 5-Star Rating Compared to Other Communities 
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5-Star Rating by District 

Residents living in Districts 3 and 4 feel Castle Rock is a 4-Star community, whereas residents in Districts 5 rate Castle Rock as a 3-Star community.  

The districts changed in 2018, so comparisons between 2017 and 2019 cannot be made. 

 

Table 2: 5-Star Rating by District 

 < 3.5-
Star 

3.5-
Star 

4-
Star 

4.5-
Star 

5-
Star 

Star 
Rating 

District 1 45% 12% 15% 13% 15% 3.5-Star 

District 2 48% 10% 21% 12% 8% 3.5-Star 

District 3 34% 13% 26% 13% 15% 4-Star 

District 4 38% 17% 22% 12% 11% 4-Star 

District 5 51% 4% 24% 14% 7% 3-Star 

District 6 42% 14% 24% 15% 5% 3.5-Star 

5-Star Rating is a computed variable.  

Base: All respondents (n = 588) 

 

Map 3: 5-Star Rating by District 

 

 


































































































































































































































































































































































































































































