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Overview

» Research methods and objectives

» Results
 From June 2015 Survey

« Over time, across all surveys
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Customer Satisfaction Surveys

= Surveys of community members who called
9-1-1 and had an officer dispatched to
provide assistance

* |[nterviews conducted by telephone by an
Independent, professional research firm

* First survey - June 2006

« 200 customers interviewed in each survey
e 210 4 surveys per year
» 28 surveys
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Key Objectives

= Overall satisfaction with the experience
= Experiences with and opinions of

 Officer who responded first
« Department overall

 Officers who serve the neighborhood
= Satisfaction with 9-1-1 operator
* Feelings of safety in Seattle
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Overall Satisfaction with this Experience with the

Seattle Police Department: June 2015
(N=200)
Overall, how satisfied are you
with this experience with the
Seattle Police Department - |

from calling 9-1-1 on to all 4% (111% 25%
contacts you had with the Police |
Department as a result of that

call?

0% 20% 40% 60% 80% 100%
| B Not at all satisfied (1) 02 03 04 B Extremely satisfied (5) |
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Overall Satisfaction with this Experience with the Seattle Police Department:
June 2006 to June 2015
- Average ratings on 5-point scale where 5 is high

Overall, how satisfied are you

with this experience with the 4.29 B June 2015 (N=200)
Seattle Police Department - 3.94 @ Dec 2014 (N=199)
from calling 9-1-1 on to all
contacts you had with the 4.50| OJune2012(N=200)
Police Department as a 3.95 O June 2006 (N=200)

result of that call?*

1.00 2.00 3.00 4.00 5.00
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Opinions of Officer Responding to the 9-1-1 Call: June 2015

The officer was professional f 10! . 0
and courteous. (N=200) 1%\[I' 4%

The officer listened to your
concerns. (N=197)

54%

The officer answered your,

0
questions. (N=197) 54%

w
©
!

The officer told you what

% [ 99 0 0 .
would happen next. (N=192) 2% 9% | | [ 7% 32% 50%

The officer provided you the

information you needed. [304 2%
(N=194)

The officer clearly explained

procedures and 206 6%
requirements. (N=186)
The officer provided the
(N=198)

The officer gave you tips on
preventing future crimes.
(N=174)
0% 20% 40% 60% 80% 100%

B Strongly disagree ODisagree ONeither agree nor disagree B Agree B Strongly agree




Seattle Police Department

Ratings of Officer Responding to the 9-1-1 Call: June 2006 to June 2015

The officer was professional
and courteous.*

The officer listened
to your concerns.

The officer answered
your questions.

The officer provided you the
information you needed.*

The officer clearly
explained procedures
and requirements.*

The officer provided the
assistance
you needed.

The officer told you what
would happen next.*

The officer gave you tips on
preventing future crimes.*

Average ratings on 5-point scale where 5 is high

Customer Satisfaction Surveys

4.60
4.36
| 4.40
| 4.00
S ——————
4.36
4.42
4.31
| 4.26
S —————
4.22
| 4.14 M June 2015
| 3.88 O Dec2014
| 4.30 O June 2012
4.08 O June 2006
| 4.04
| 3.74
N 4.28
— 4.20
4.04
| 3.97
| 3.28
—51
3.65
| 2.95
| 2.82
1.00 1.50 2.00 2.50 3.00 3.50 4.00 4.50 5.00
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Opinions of the Seattle Police Department Overall: June 2015

Department personnel are 1

: 2%
rofessional and court : % % 2%
p [ i urteous 20% 6 ? 39%
(n=198) 7 |
The Departmentis available o, T, 5 0 0
when you need them. (n:198)[2:/0 9% 11% 46%
The Departmentfocuses on
the public safety issues that @ 10% || [9% 46%
concernyou. (n=190)
The Department clearly
explains its procedures and |:2:/0 7% 18% 46%
requirements. (N=184)
The Departmentis a good
resource for information aboutl:ZEA) 8% 19% 43%
preventing crime. (n=183)
0% 20% 40% 60% 80% 100%

| B Strongly disagree ODisagree O Neither agree nor disagree 8 Agree B Strongly agree |
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Ratings of Seattle Police Department Overall: June 2006 to June 2015
Average ratings on 5-point scale where 5 is high
4.36
Department personnel are 4.17
professional and courteous.* | 431
3.85
3.96
The Department is available 3.86
when you need them. 4.15
3.86
' W June 2015
The Department focuses on 393
part : 378 @ Dec 2014
the public safety issues
. 4.01 OJune 2012
that concernyou.
] 3.08 O June 2006
The Department clearly —3 350
explains its procedures | 397
. " :
and requirements. 3.43
The Department is a good — 3.85
. . 3.78
resource for information about 4.08
preventing crime. 263
[ [ [ |
1.00 2.00 3.00 4.00 5.00
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Opinions of Police Officers Who Serve Your Neighborhood: June 2015

Police in your neighborhood

are professionaland 1042305

o |

courteous. (N=190)

Overall, the police in your
neighborhood do a good job.
(N=185)

Police in your neighborhood
are a good resource for
dealing with crimes or other
local problems. (N=187)

The police in your
neighborhood focus on the
public safety issues that
concernyou. (N=182)

The police in your
neighborhood help keep your
local parks safe. (N=180)

The police in your
neighborhood help with traffic
safety such as speed
enforcement. (N=184)

45%

S% | 9%
2% [

48%

1
5% | |13%

49%

7% 15%

48%

49%

9%

19%

43%

6%\ 9%

19%

40%
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20%

40%
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80% 100%

B Strongly disagree

ODisagree
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Ratings of Officers Who Serve Your Neighborhood: April 2007 to June 2015
Average ratings on 5-point scale where 5 is high
4.39
Police in your neighborhood are 4.11
professional and courteous.* | 4.30
| 4.22
4.09
Overall, the policein your 3.86
neighborhood do a good job. | 4.14
| 3.99
Police in your neighborhood are a 3814.03
gc?od resource for dealing with | 4.04 B June 2015
crimes or other local problems. [ 3.97
i ' O Dec 2014
The policein your neighborhood 3.92 OJune 2012
focus on the public safety issues 3|'7§_88 O Apr 2007
that concern you. [ 3.77
3.79
The policein your neighborhood 3.68
help keep your local parks safe. | 3.92
| 3.85
The po]ice in your neighborhood _ 3.71
help with traffic safety such as
speed enforcement.
1.00 2.00 3.00 4.00 5.00
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Satisfaction with 9-1-1 Operations: June 2015

How satisfied are you with the

assistance provided by the 9-1-1 ,
operator over the telephone? 30/? 8% 19%
(N=197)

How satisfied are you with the
speed with which your callto -, 0' o 0 0
9-1-1 was answered by the 3% 7% 18%
operator? (N=200)

0% 20% 40% 60% 80% 100%
B Not at all satisfied (1) 02 03 04 B Extremely satisfied (5)

Did your call go through to an operator the first

time you dialed 9-1-1? June 2015
(N=196)

Had to call
9-1-1 more than
once, 5%

Call went
through the first
time, 95%
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Satisfaction with the Service Provided by the 9-1-1 Operator:
June 2006 to June 2015
Average ratings on 5-point scale where 5 is high

How satisfied are you with

the assistance provided by 4.40 O Dec 2014 (N=199)
the 9-1-1 operator over 4.69 | OJune2012 (N=195)

he teleph ¥
thetelephone 4.04 O June 2006 (N=197)

1.00 2.00 3.00 4.00 5.00




Seattle Police Department Customer Satisfaction Surveys

Feelings of Safety: June 2015

Overall, how safe do you

personally feel in Seattle? 6% 15% 53%
(N=198)

Overall, how safe do you feel

walking alone in your 0 e 0 0
neighborhood during the day? / /0. 35% 52%
(N=199)

And, overall, how safe do you

feel walking alone in your 17% 24% 27% 18%
neighborhood at night? (N=199)

0% 20% 40% 60% 80% 100%
B Not at all safe (1) 02 O3 04 Bl Extremely safe (5)
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Feelings of Safety:
November 2006/April 2007 to June 2015
Average ratings on 5-point scale where 5 is high

3.81
Overall, how safe do o — 38 B Jore T01S

personally feel in Seattle? | 3|8(.;5.96 O Dec 2014

Overal howsafecoyou . N 150 |70
feel waII.<|ng alonein 4.28 0 Nov 2006/
your neighborhood 4.42 April 2007

during the day?* | 452

And, overall, how safe do 3.19
you feel walking alone 3.15
in your neighborhood | 2.93
at night?* | 3.47

1.00 2.00 3.00 4.00 5.00
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Highlights from June 2015

» Qverall satisfaction — higher in June 2015 than December

2014 and June 2006

= Officer responding to call — higher ratings for being
professional and courteous and for clearly explaining
In June 2015 than December 2014 and June 2006

= Department overall — higher ratings for being professional
and courteous in June 2015 than December 2014 and June
2006

= Officers serving neighborhood — higher ratings for being
professional and courteous in June 2015 than December
2014 and June 2006

= Satisfaction with 9-1-1 operator — higher in June 2015 than
December 2014 and June 2006
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Other Objectives

» Customer satisfaction surveys provide additional
Information

« Comparison across precincts
« Comparison across type of call

« Tracking the influence of sources of information on
opinions about crimes in neighborhood

« Impact of incident and service provided on feelings
of safety



