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BACKGROUND ANDBJECTIVES

Home tonearly 70,000esidents, the Town of Castle Rock provigebce, fire and rescue, parks and recreation, depaient, public worksand water
services to residents, as well as general government services of community relations, facilities, finance, human resmwuaten and technology,
and a municipal court systerBeginning in 2011, the Town has conductddemnial survey of rédents and businesses to gauge local attituddwse
survey is intended to collect statistically reliable data that representSastle Rockesidents as well ageachingout to all businesses

The 20D Community Survewasbuilt on the previous researaffforts but was modified to address the changing environment for conducting market
research and the changing needs of ffmvn. The survey provides insights into

1 Perceived quality of lifen Castle Roc&nd the extent to which residents and businesbebevethe Town provides highguality services, is
headed in the right direction, and delivers value for the tax dollars paid

9 Use and perceptions down services (public safety, roads and publarks, water, parks and recreation)

1 Community character

The 29 CommunitySurveywas conducted-ebruary 190 March 18 2019. Average survey length for residents was mstr32 minutes. The

business interviews took an average &frinutes.

QUESTIONNAEDESIGN

The questionnaire design process began with a carefuéw of previous questionnaire®/hile key measures were retaineshmequestions were
dropped or revised to provide highauality data. The average survey time was u&r 32minutes andncluded questions regarding:

Strategic Priorities

Planning for Growth
Communications and Media
Special Topics
Demographics

Castle Rochs a Place toike
Community Character

Police and Safety

Fire and Emergency Medical Services
Public Works

Castle Rock Water

Parks and Recreation

= =4 -4 -4 -8 -2 -9
= =4 =4 -8 -9
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METHODOLOGY

Resident Survey

The methodology used an addresased sample, similar to the approach used in 2&i& 2017

The sample framevas composed of a list of all addresge€astle Roak as defined bya shape fiet including those indicating that post office boxes
are the only way they get maMWRG drew a randosample ofl5,000householdswithin the Town boundariesThis list washen matched against a
comprehensive database to determine if the hehsld hada 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 semqtrentettem
Town letterhead and signdaly Mayor Jason Gragsking them to complete the survey online or by calling afte# 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 weansemiil signed by thmayor asking them to
complete the survey onlindResidents who did not complete the survey online were followedvitip via phone. Noteall of these
household were put through a permissigrass process prior to the study beginniAgeermissionpass isa processn whichpotential
respondents receive an initial notification priorttee beginning oflata collection. This allows us to remove any undeliverable email
addressesas well as provide people an early opportunity to opt.

c. If a matchingphonenumber 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 yearsadd@gend living within
/I &adft Sowwignis] Qa

A total of588residents completed the entire surveyhile this is less than the number who completed in 2015 and 2017, it is still well over the
targeted400 completed surveyand continues to ba higher response rate than seen in othéies and towns.Using a 95 percent confidence level,
the margin of error for the entire sample is no greater than plus or mih0percentage pointsThis means that if the study were duplicated in the
same time frame with a differeri88respondents, sapledin 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 th® Rékident Survey are generally representative of the population of GRatle
accordngto 2017 American Community Survey (AGSjear estimates. The firstageis 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 secon@swegigitstratification
ranking weightto ensure that gender and age distributionistbe sample match those of all Castle Rock residents. Unless otherwise weigtifed
data are used throughout this report.
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Business Survey

A similar approach was used teachlicensal businessesocatedwithin the town limits. The Town providddWRGwith the list of2,079businesses
with valid addresses and or phone numhekdetter was sent to all businesses on the list with a valid addas&ing participants to comgte the
survey online or by callintpe data collection partnerEmail invitatiois were sent to all businesses with a valid email addfesfowup phone calls
were madeto businesses that did not responthis approach resulted in a total of 199 intews 111 completed online an@8 completed by phone.

The margin of error for thBusiness survey is no greater than plus or min6&6at 95percentO2 Yy FA RSy OSo® b2 G S
businesses, the finite population factor is taken int@@unt when determining statistical significance.

Open Community Survey

dKFG RdzS

After the conclusion of the Resident Survey, the link to the online version of the questionnaire was opened so that all commmuinétys roeuld
participate. Two hundred fortyeightcommunity members chose to complete the open online survey. While this report miatesover this data, the
results to the open survey were similar to that of the sampled population. Additionally, the-epded responses to the open survey are included in

AppendixV.

Margin of Error

Themargin of errolis a statistic expressing the amount of randeampling erroiin asurveys resultsIn simple terms, the margin of error means that
if the same question were asked of a different sample but using the sameoohatigy, 95 times out of 10the same resulwithin the stated range

(margin of errorwould be achieved.

The following table providethe margin of error for the resident and the business survey over thefpasyears.

Tablel: ErrorMargin of Error

Survey Yeal Number of Completes Margin of Error

Resident 2015
Resident 2017
Resident 2019
Business 2015*
Business 2017*
Business 2019*

2019 Castle Rock Community Survey

713
720
588
150
211
199

+/¢3.6%
+/¢3.6%
+/¢3.9%
+/¢8.0%
+/¢6.3%
+/¢6.6%
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QUALITYSTANDARB ANDREPORTINGONVENTIONS
ISO

All work was conductednd is reportedn accordance with ISO 20252010 Market Bsearchquality standardsand all respondentaere assured that
their responses would be kept confidential. No answers or opinions are &iekl toindividual resident®r businessesand responses are aggregated

by neighborhood and analyzed by groups.

Trends

While therewere changes and updates to the questionnaim@anyquestionswere retainedor are similar to questions asked2015and/or 2017.
Where possible, this report provideomparisons t@reviousdata.
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BENCHMARKING
.SYOKYINYJAY3 Aad RSTAYSR d dGKS NRdAziAYS O2YLJI NR &2y addstaffing B anvokel  NJ 2 NH
opportunities toimprove services and/or to lower cosés Benchmarking enables communities suclCastle Rocto
1 Quantify measures of performance
1 Quantify the gap between community performance and best practices
1 Encourage focus on outcomes rather than simply perforcean
Thesample frame for the benchmarking data consists of over 2,400 randomly selected households from across the United Stataplélframe
was not designed to gather a specific number of completed surveys from a select number of cities. Thémfelisnb specific list of benchmark
cities from which to compare. Benchmarking is performed against individuals residing in specific geographic areas.
For benchmarkingCastle Rockesults for key questions are compared to
1 All respondentsationwide,

New England

1 Respondents living in oth&5-Starcommunities,as well as those in @&Starcommunities,

1 Respondents in th®ountain census divisionQolorado, Utah, New Mexico, Arizona,
Nevada, Woming, Montang

1 Respondents living in cities of similar size=t\yeen50,000 and 100,000 resideptsand

& eercities¢ ¢ KA OK ideriffed téi e Bimil&r to Castle Rock
b20S>Y 0SYOKYIFINJAYy3a Aa 2yte F@LAtlIoftS 2y |d
survey data. The 201@astle Rockurvey contains quions that are unique to thigity and cannot
be benchmarked.

i K

OPeer citiest 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

lalk Nl 126FNR 9 . Aff YAEYINIAYS a! aasSaavySyd M Whitd Fape WayRnod.y 3 gAGKAY D2@SNYyYSyid hNBLY
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Resident Survey Geography

In addition to analysis by key demographic segmehtsanalysis looks at differences in results®y OK 2 T sixkoBnciltdBstacys Q &

The left side oMap 1shows the total unweighted number of interviewsnducted in each district, and the rigsideshows the total weighted

number of interviews conducted in eadmstrict.

The study was not designed to control ftistrict level populations, so the nuneb 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 TotlenRG& a0
weighting was done at theouncildistrict level. This may change the district distribution of responses slightly. This does not impact the integr

the survey.

Map 1. Unweighted vs. Weighted Distributionlaterviews by Town Council District

Unweighted count by district

«dalia... v urien The Pinery

District 2
Unweighted n=126

Franktown

Unweighted n 31*1'&* g i _ el Saaitont
A \ ; N ‘

"\ District 6
nweighted n=81

2019 Castle Rock Community Survey

Weighted count by district

dalia.... astle Pines cwvnpaies The Pinery

Franktown

District 1
Weighted n=1

Franktown

(Castlewood North

District 5 1
Weighted n=65

Monte Vista Estates

"\ District 6
eighted n=75
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Business Survey Geography

Businesses are grouped int@ sales tax districts: Map 2: Distribution ofinterviews by Business Sales Tax District
T[ '(Ar\_]r:eda)around Outlet Mall ﬂMa“bU (n:6) T i ‘ .__\Caf»t—l? Pines Village Castle Pines The Pinew“”‘
1 Atchison (n3) IMeadows (n=8) N "é T ) P:(;menade
{1 Downtown (n54) fMilestone (n8) = ~S 3 utlets at Castle Rock N
1 Founders Marketplace (6 ﬂzli;lg)ts at Castle Rock Area Around Outlet Mall 0> —\" 7% 125 FoutitierseE I
- n=0 S N n=8

1 Gilbert (n®)

9 I-25 Founders SE @
91 Justice (n4)

9 Kinner (n2)

There were an additional @3usinesses that were
unable to be assigned to a specific business distric
This was either because they had incomelatldress - AN
data, or the address provided did not fall into one ¢ ARy
the districts. Malibu o

TPlum Creek (n=2)
fPromenade (n=5)
1S Founders Pkwy @F Meadows

S Founders Pkwy
n=6 (o)
Milestone )
n=6

. Justice \:
" n=4

Gastle Oaks

0 - Founders Marketplace

=0
Atchison L Founders villag
n=3 i
» 4 Gilbert % 7
Downtow__n n=0 Sap,

Monte Vista Estates

n=54

Plum Creek
n=27'
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Understanding the Data

This report summarizes the major findings of the resedockeach survey topic overall.

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

Mean values are reportedonandD2 Ay i &0l S 6KSNB dané Aa 26 | y-Rointsealedvasklipse intdfiud C2 NJ N
IANR dzLJAY &+ SNBL X | di{A 2T BRI O Mol h SIdeR NEIREE € (AgO)m yZ A@ 5S4 21004 AR RYRE (KS da5A3aa
ALX AG Ayid2 a{2YSDKH YRS MaELINBOSRBRIRG AGTFASRE O™

Throughouttl NB L2 NI = 6 i 2 L) oTAdsgareaikOR NaSuily o A6 A K Brizegiiatsly (RA 20 saeRrbtances, 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 tageeearerfirst summed and then

rounded to the nearest whole number. For example, if 1hd&entt NB 8a @$ NJA & T peéns NBYy R a2 g K i &l GAaFASRXI
show 12percentd @S NE fperdenflRa 2YS o K (¢ & (A a T A@aRpercentisaisfi€dwilp beXepartédias pBrcemtklS42 + 7.3 =

19.72 which rounds to 20).

Exceptd Y20SRZ aR2yQi 1y26¢é YR aNBTFTdzaSRé NBaLR2yasSa | NB O2dzyyiSR & YA:

The base for a questianay vary depending on answers to previous questions or inclusion in a specific analytical fgmoexampé, residents who
have had contact with the policeetsus those who have not had contact. Unless otherwise noted, the results in this report aredrageslfinal
weighted sample data, although actual (unweighted) base sizes are used to determine athtisigmificant differences and reliability.

The report also identifies differences that are statistically significantdifferenceis large enugh to be unlikely to have occurred due to chance or
sampling error, the difference is statistically sfgmaint. Unless otherwise noted, statistical significance was tested at the 95 percent confidence levels.
A statistically significant difference magtralways be practically significant. The differences of practical significance depémel jodgment of the

2NBIF YATIFGA2YyQa YIylF3aSYSyao
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Yo Ab5LbD{
5-STARRATING

b2NIKgSad wSaSkNOK DNERdAzZLIQa [/ apfopdetary index andSuei8riakiid Kool hiNeES@aMRativig Systed f ddsi i
to measurethe overallquality ofgovernance and visiosis a complement to traditional and individuakasures of the quality of life ardklivery of

services in a city.

The5-Star Rating is @@mpositeindex that captures the essence lofw
well a city or town meets the critical needsdiexpectations 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 oflife, (2) overall quality of city services, (3) perceived
comparability to other commnities (that is, is Castle Rock seen as be
or worse than other communities), (4) direction the community is
headed, and (5) perceived value of services for tax dofjaid.

Each question is given a relative weight based on proprietary analysi
Theresults are then combined usindagarithmic calculationo create

i KS ¢ 2SfayRatingThe relative strength of the weights used for
each question are shown in thigure to the right.

The model was initially developed in 200fuch has changed ovéne
intervening yearsand in 2018 and early 2018 orthwest Research
Group worked with the original statisticida re-evaluate the model and
update the calculation. Tehnew calculation places more emphasis on
the value ofservices and thalirection thecommunity isheaded and less
emphasis on theomparability toother communities, better reflecting
the way that regents today think.

The new model has been retroaaly applied to the 2015 and 2017
NBadz da a2 || a tdl2LILd25valsdl NaSK Soyl LOLNES:

2019 Castle Rock Community Survey

Relative \Weighti innMaodel

Value of Services for
Tax Dollar Paid

Direction City is
Headed

Comparability to Other
Communities

Qverall Quality of |
Services

Overall Quality of Life |
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Overall 5Star Rating

Castle Rochas retainedts 3.5-Star City status between 2017 and 20%¢hile the Town continues to receive fairly high rg8rregarding the overal
quality of life and comparability to other cities and towns, there have been decreases in two attrithéégection thetown isheaded and the

overallquality oflife.

20175757y

2015 2017 2019
% Combined Exceeds Expectations 94% 94% 89%@ 2017)
NWRG1: How would you rate th overall | % Greatly Exceeds Expectations 36% 31% 27%
quality of life in Castle Rock? % Exceeds Expectations 58% 63% 62%
Mean 8.02 7.85 7 54@2017)
2015 2017 2019
NWRG2: How would you rate theverall | % Combined Exceeds Expectations 90% 88% 89%
quality of services provided by the Towr % Greatly Exceed&pectations 30% 28% 25%
of Castle Rock? % Exceeds Expectations 61% 60% 64%
Mean 7.64 7.52 745
2015 2017 2019
) . o % Total Combined Better 94% 93% 92%
t'\(')vvgfseﬁb\?vc’v%%?éedo‘ljv'fgtgeé;s”t'l‘zsRag'cdk % Significantly Better 55% | 47%u2015) | 44%a2015)
i ents % Better than Other Cities 39% 46% 48%
P ' Mean 8.39 8.23 | 80502015
2015 2017 2019
NWRGA4: Overall, would you say that | %Combined RighDirection 73% 61%a 2015) | 54% @ 2017)
Castle Rock is headed in the right or | %Strongly Right Direction 30% 18% 2015) | 13% @ 2015)
wrong direction? % Somewhat Right Direction 43% 44% 41%
Mean 6.83 6.05@2015) | 5.61@2017)
2015 2017 2019
NWRGS5: Do you feel that you are % Combined Receinig Value 79% 73% 2015) | 69% @ 2015)
ISGGAyYy 3 @&2dzNJ yauy S| % Strongly Receive Value 53% 18% 2015) | 18% 2015)
tax dollar or not? % Somewhat Receive Value 27% 55% 51%
Mean 7.07 6.62w©2015) | 6.51(@2015)

2019 Castle Rock Community Survey

2019 7Ty
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The spider diagram to the left illustratésl & Gt S w2 O1 Qa NI { A y Had ma@n@iSad btendy SatirgySsindeR0ODS5 for ghdlity of 2 ¢
services Comparability tather communities andvalue ofservicesdecreased from 2015 tB017 buthave remained at 2017 levelsis year Overall
quality oflife has declined from 201 Finallythe direction thecommunity isheaded declined both in 20land 20B. Thedirection thecommunity
isheaded has consistently @ed below the other 5Star questions.

The diagram to the right illustrates how Castle Rock performs against other citiesvamgl doross the countryCastle Rock rates above other
Mountain West communities all measures except thdirection thecommunty isheaded.Castle Rock performs similar to other -Star

communities forvalue andquality ofservices andjuality oflife. Thedirection thecommunity isheaded is the onlarea that underperforms other
benchmark communities.

Figurel: 5-Star RatingCompared to Previous Years Figure2: 5-Star Rating Compared @ther Cormunities
5-Star Rating vs. Other Years 5-Star Questions Benchmarked
Quality of Life Quality of Life
Value of Quiality of Value of ; Quality of
Services Services Services Services
Direction omparability Direction \/Comparability
Community Is to Other Community is to Other
Headed Communities Headed Communities
< e g .."7\ \y < o, Y < o, Y Mountain "Peer" Cities
¥ b % * ¥ » w ¥ ¥ » w ¥
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5-Star Rating by District

Residents living in DistreBand 4 feel Castle Rock is aStar community, whereas residents in Distristate Castle Rock as3aStar community.

The dstricts changednh 2018 so comparisons between 2017 a@d19 cannot be made

Table2: 5-Star Rating by Distt Map 3: 5-Star Rating by District

Star
Rating

45% 12% 15% 13% 15% 3.5-Star
48% 10% 21% 12% 8% 3.5Star
34% 13% 26% 13% 15% 4-Sta
38% 17% 22% 12% 11% 4-Star
51% 4% 24% 14% 7% 3-Star
42% 14% 24% 15% 5% 3.5Star

5-Star Rating is a computed variable.
Base: All respondents (n = 588)

4.5 5-
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