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Overview and Research Objectives

The City of Hayward commissioned Godbe Research to conduct a survey of
residents with the following research objectives:

Learn their overall perceptions of living in Hayward,;

Gauge their satisfaction with the job the City is doing to provide resident
services and programs;

Gathering feedback on:
Satisfaction with City services;
Public safety and police services;
Public facilities, shopping behavior and business needs;
Contacting the City and customer service; and
Communication and public information; and

Identify any differences in voter support due to demographic and/or voter
behavioral characteristics.
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Methodology Overview

Data Collection

Universe

Fielding Dates
Interview Length
Sample Size

Margin of Error

Telephone Interviewing

112,097 adult residents in the City of
Hayward

October 5 through October 14, 2012
21 minutes
408 adult residents ages 18 and older

+4.8%

Note: The data have been weighted by respondent gender, age and ethnicity to reflect the actual population characteristics of the
adult residents in the City of Hayward (Based on 2010 Census population estimates).
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Satisfaction with Quality of Life
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Sense of Neighborhood

13.3% 2
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Satisfaction with City Services




Overall Satisfaction with City Services

| | ]
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Ratings of City Services

Fire protection & emergency services

Library services

Garbage, yard waste, & curb-side recycling

Public art in Hayward

Providing parking

Enforcing building codes & guidelines

Revitalizing downtown

Protecting open space

Landscaping and medians in Hayward

Street lighting

Police protection

Animal services

-1 1 2
Somewhat Somewhat Very

Dissatisfied Dissatisfied Satisfied Satisfied

Note: The above rating questions have been abbreviated for charting purposes, and responses were recoded to calculate mean scores: Page 9
“Very Satisfied” = +2, “Somewhat Satisfied” = +1, “ “Somewhat Dissatisfied” = -1, and “Very Dissatisfied” = -2. November 2012




Ratings of City Services
(Continued)

Street & sidewalk maintenance

Graffiti removal

The cleanliness of Hayward

Revitalizing older neighborhoods & business dist.

Maintaining strong financial base

Retaining existing businesses

Increasing availability of affordable housing
Attracting new businesses
Traffic circulation

Increasing availability of local jobs

Issuing building & planning permits

-2 -1 2
Very Somewhat Somewhat Very
Dissatisfied Dissatisfied Satisfied Satisfied

Note: The above rating questions have been abbreviated for charting purposes, and responses were recoded to calculate mean scores: Page 10
“Very Satisfied” = +2, “Somewhat Satisfied” = +1, “ “Somewhat Dissatisfied” = -1, and “Very Dissatisfied” = -2. November 2012




Importance - Satisfaction Matrix |

HIGH IMP. HIGH IMP.
LOW SAT. HIGH SAT.

Please note that the above chart
displays importance and satisfaction
in relative terms. For example, an
item in the low importance/low
satisfaction quadrant should not be
read as being unimportant or
garnering no resident satisfaction in
absolute terms. Instead, it has
relatively low importance and low
satisfaction ratings in comparison to
the other services and programs.
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LOW IMP. LOW IMP.
LOW SAT. HIGH SAT.

Satisfaction———8@ ™ »
Page 11
November 2012




Importance - Satisfaction Matrix |l

A. Police protection G | ey | | WEEINTE) A SEne MIEWEEl SRR | 6o | gaes
fund City programs and services

M. Revitalizing older neighborhoods and
business districts

C. Fire protection and emergency services 1.46 -.001 N. Revitalizing the downtown area 095 -.013
O. Increasing the availability of affordable
housing

E. Street lighting 09 0.177 P. Library services 136 .011
Q. Garbage, yard waste, and curb-side
recycling

B. Traffic circulation 0.2 .047 0.58 -.005

D. Street and sidewalk maintenance 0.86 -.017 0.51 0.18

F. Providing parking throughout the City .011 1.23 .095

G. Enforcing building codes and
guidelines for quality and safe . .019
development in Hayward

H. Graffiti removal . .012 S. Retaining existing businesses 0.54 .056
|. Protecting open space .040 T. The cleanliness of Hayward 0.68 .040
J. Attracting new businesses to the City .055 U. Public art in Hayward 1.09 .038
K. Increasing the availability of local jobs .028 V. Landscaping and medians in Hayward 091 .016

R. Animal services, such as stray animal

: : . : 0.88 -.008
catching or animal licensing
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Public Safety Services




Public Safety Concerns

1 13.9%

Robbery/muggings/burglary

Gangs

More police patrols/better response times

Crime in general

Speeding/unsafe driving
Loitering/trespassing

Drugs/drug abuse
Youth issues [truancy, curfew]

Graffiti/vandalism
Car theft
Shootings/gun violence

Poor street lighting

Homeless

Stray dogs/animals
Homicide/murder
Domestic violence

Juvenile violence =%

Nothing 3%
=

Other
DK/NA

30%
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Satisfaction with Police Services

1 |

911 operators being courteous mﬁ °
Officers being courteous ﬂju

Working with ethnically diverse population — 12

Maintaining traffic safety i[ajl.l

Timeliness of response

Fighting crime committed against people

Fighting crime involving property damage/theft

Maintaining adequate neighborhood patrolling

Somewhat
Satisfied

Note: The above rating questions have been abbreviated for charting purposes, and responses were recoded to calculate mean scores:
“Very Satisfied” = +2, “Somewhat Satisfied” = +1, “ “Somewhat Dissatisfied” = -1, and “Very Dissatisfied” = -2.

2
Very
Satisfied
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Public Facilities, Shopping Behavior and
Business Needs




Perceived Image of Hayward

Very
Negative
Somewhat 5 6% o
Negative R Very Positive

14.4% _mmilll T 29.9%

=

Somewhat Positive
49.8%
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Contributing Factors to Positive Image

Clean-up efforts/beautification
Downtown renovation/development
Nice/friendly people

No crime/feel safe

Police/fire departments

Born hereffriends & family here
General positive

Nice neighborhood/area
Location/everything is close by
Diverse population

Sense of community

Quiet/peaceful/calm

[11.5%

(10.3%

[Jols%

0%

20%
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Contributing Factors to Positive Image
(Continued)

Street/road maintenance

Artwork

Shopping/restaurants

Variety of things to do

Jobs/business growth/economy

Parks/recreation

Schools/university

Cost of living/affordable
Weather/climate

Small town atmosphere

Government is responsive to residents
Libraries

Public transportation

Public services

Other

DK/NA/Refused |L

0% 20%
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Contributing Factors to Negative Image

Crime/drugs/gangs

Poor condition of the city/dirty

People are disrespectful/rude

Homeless/poverty

Lack of things to do

Poor schools

General negative

Lack of business

Not enough restaurants

Traffic

Other

DK/NA/Refused

0% 20% 30% 40% 50%
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Where Residents Shop

Groceries

Housewares

Clothing

Children’s
toys

Furniture

Electronics

14.6%

42.0%

44.0%

d

d

e

e

20%

OHayward

40%

OOther Communities

60%

EOnline

80%

OOther/DK/NA

100%
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Factors That Would Increase Shopping
In Hayward

More selection/variety
Convenience/location

Lower prices/discount shops
Availability of products

Safer

Malls

Restaurants

Grocery stores (Trader Joe's, Whole Foods)
Better quality

Electronic stores (Fry's, Best Buy)
Clothing

Parking

Furniture

Children's stores

Transportation

Auto

Other

DK/NA/Refused

12.4%

7.3%

[9.9%

17.0%

20%

40%
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Contacting the City and Customer Service




Contacting the City

d

60%
ODK/NA
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Methods Used to Contact the City

[ 63.1%

Making a phone call to a specific City department

Visiting a City office in person

Using the City website www.hayward-ca.gov

Sending an email

Using 'Access Hayward' on the City website
Sending a letter

Using a smart phone app

Text messaging

02012 n=82

Other ' 02010 n=79
m2008 n=143

DK/NA

60% 80%
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Customer Service Ratings

o

Courtesy of City staff

Customer service you received

Voicing your concerns

Getting problem resolved

Timeliness of response

02012 n=82
02010 n=79
® 2008 n=143

1
Somewhat

Satisfied

Note: The above rating questions have been abbreviated for charting purposes, and responses were recoded to calculate mean scores:
“Very Satisfied” = +2, “Somewhat Satisfied” = +1, “ “Somewhat Dissatisfied” = -1, and “Very Dissatisfied” = -2.

2
Very
Satisfied
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Awareness of City Council Meetings

/ l / |
40% 60%
OAware OUnaware ODK/NA
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Communication and Public Information




Information Sources for Local Community,
Events and City Government

Newsletters

TV station [ 19

Newspaper [182

Word of mouth - family/friends/colleagues/neighbors [16.2%

Internet [ 14.5%

City website [12.0%

Social media

Community meetings

Don't ever hear about community/events/city
Radio station

Water bill

Local community blogs

City departments or agencies

City council or commission meetings

Other

DK/NA

30%
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Awareness of “Access Hayward”

/l /|
40% 60%
OAware OUnaware ODK/NA
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Appendix A: Additional Respondent
Information




Gender

e ~

40% 60%
OMale OFemale
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Length of Residency in Hayward

~ e ~ ~

0% 20% 40% 60% 80% 100%
O<1year 01 -5years 06 - 10 years m1l1 - 15years 0>15 years ODK/NA
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Number of Residents in Household

10.9% 4.

d

d

60%
a5

80%
@6 or more

100%
ODK/NA
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Age

18to 24
25t0 29
30to 34
35to 39
40 to 44
45 to 49
50to 54
55to 59
60 to 64
65 to 69
70to 74
75 and older

DK/NA

[L5 704

10%

1 7.6%

0
f10%

011%

1) 7.39
e

U&D%.B%

18.2%

I %

] 6.8%

oY%

i

14.1%

1.3.9%

[ 5%

04.2%

20%
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Home Ownership

~ e ~

20% 40% 60% 80%
oowner ORenter B Other O DK/NA
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City Where You Work or Attend School (2012)

Hayward
Oakland

San Francisco

Fremont
Union City
San Leandro
San Jose
San Mateo
Alameda
Menlo Park
Redwood City
Newark
Belmont
Don't work 16.5%
Other 014.1%
DK/NA

20% 40%
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Internet Access

12.2% Q.

60% 80%

ODK/NA
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Type and Location of Computer or Device
Used to Access Internet (2012)

gl

Home desktop computer |

Home notebook/laptop computer

Smart phone

Tablet

Work desktop computer

Work notebook/laptop computer

Public library desktop computer

TV

60%
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Frequency of Voting

9% 8%
I |

~ e

0% 20% 40% 60% 80% 100%

OAlmost always OMost of thetime ®BSome of thetime ONever 0ONot registered to vote ODK/NA
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Ethnicity

Latino[a]/Hispanic

Asian-American

Caucasian/White

African-American/Black

Native Hawaiian/Pacific Islander

American-Indian/Alaska Native

Two or more races

Other 02012
02010

DK/NA

40%
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Household Income

$200,000+

$150,000 to <$200,000

$100,000 to <$150,000

$75,000 to <$100,000 011.5%

$60,000 to <$75,000

>$60,000 (unspecified)

<$60,000 (unspecified)

$50,000 to <$60,000 10%

$40,000 to <$50,000 J11.0%

$30.000 to <$40,000 | 2536,

[0)
$20,000 to <$30,000 ']J‘Ql/"—ﬂ 14% 02012

<$20,000 | L3208, 02010

110.3%

DK/NA

e
T

0% 20%
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GODBE RESEARCH

1660 South Amphlett Boulevard
Suite 205

San Mateo, CA 94402

Phone: 650.288.3020

Fax: 650.288.3003

4695 MacArthur Court
11t Floor

Newport Beach, CA 92660
Phone: 949.721.1795

Fax: 866.388.8510

601 108th Avenue, NE
Suite 1900

Bellevue, WA 98004
Phone: 425.747.0414
Fax: 866.388.8510




