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Portland’s Community Survey 
  

• Annual survey of resident satisfaction with City 
services 

• Random sample of about 10,000 households 
• Consulted with bureaus when developing 

questions 
• Results communicated in public report 

– Data reported in narrative, graphs, charts and maps 
– Comparisons between neighborhood coalitions and 

changes in responses over five years 
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The Community Survey is not  

• An audit – no recommendations made and 
usually no cause is attributed 

• No auditee, so no outside review or response 
letter 

• A report that provides answers about why 
residents feel the way they do 
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History 
  

• Conducted since 1990 
• Previously conducted with Multnomah County 

and other Cities 
• Previously part of Service Efforts and 

Accomplishments (SEA) Report 
• Even with changes in survey design and 

questions, core questions have remained 
consistent 
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Project Timeline 
  

 Early April – Initiate Project 
 Mid-April – Order mailing list and format for printing 
 June 1 – First post card mailed 
 June 5 – First survey mailed 
 End of June – Reminder post card mailed 
 Mid-July – Reminder survey mailed and data entry temp starts 

work 
 Mid-Aug – Data entry cut off, SPSS runs and data into pivot 

tables 
 September – Analyze data, write chapters and index work 

papers 
 Mid to late October – Release survey report 
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Many parties involved  

 City Printing & Distribution 
 US Postal Service 
 Experian  
 Data entry temporary employee 
 Three Auditors & Public Information Coordinator  
 Audit Services Director and City Auditor 
 Media 
 Thousands of Portland residents! 
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Mailing list  
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Purchase from commercial vendor  

Order sample using defined geographies  

Vendor randomizes to our specifications 

Still get returns from ‘bad’ addresses 
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7 Neighborhood coalitions  
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City response rates over time  
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Response rate challenges  
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Survey fatigue  

- Competition from other City bureaus,    
other governments, political, & market 
research surveys in different formats 

Community-wide vs. targeted audience 

Representativeness of respondents 
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Added an extra “contact”  
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The survey is complete!  
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Remove returns 
prior to further 
mailings (bad 
addresses and 
completed) 
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Method/Analysis  

 Enter survey responses into database  
 Random check of data entry 
 Clean data  
 Run frequencies, tables, crosstabs, and combine 

valid results into positive, neutral, and negative 
responses 

 5 years trend data placed in pivot tables 
 Run significance testing on trend data 
 Report writing 
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How we structure our report 

• Summary with highlights from the chapters 
• Service area chapters 

– Overview 
– Data table 
– Trends 

• Survey Methodology 
• Data tables 
• Survey instrument 
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How we report the data 
Service area data tables 
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How we report the data 
 narrative and maps 
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How we report the data 
 narrative and graphs 
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How we report the data 
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In data table at the back of the report, we report all the 
data for current year and citywide for the previous four 
years 
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How we use the survey report 

 When selecting audit topics 
 Ratings of garbage cost and quality decreased 

year after new City composting program 
 Residents in East Portland historically rate 

services lower than other parts of the City 
 To provide context in audit reports 

 Recent street paving audit notes that resident 
ratings of street maintenance were low in 2012 
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Other bureaus use of survey report 

 For budget requests 
 In presentations and publications  
 Marketing/promoting a specific program  
 In strategic plan 
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Media Coverage of Survey report 
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Lessons learned 

 People over machines for data entry 
 Extra contact with residents 
 Question design 
 Added tracking number 
 Added ‘please return by’ date 
 Review what worked/didn’t work 
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Questions?  
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Contact information 
  

Link to audit report 
 http://bit.ly/QKHMOa  
 
Jennifer Scott 
Senior Management Auditor 
503.823.3538 
Jennifer.Scott@portlandoregon.gov 
 
Bob MacKay 
Management Auditor 
503.823.3562 
Bob.MacKay@portlandoregon.gov 
 
 
Office of the City Auditor 
www.portlandoregon.gov/auditor/auditservices 
http://twitter.com/PortlandAudits 
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