The National Citizen Survey™

Why Survey?  Some Talking Points

You as a manager know that citizen surveying is a “power tool” for performance evaluation and improvement, but you also know that power tools carry risks and many elected officials are cautious about using them.

A few talking points may help you explain why citizen surveying is not only a good idea but also a necessity for today’s responsive local government.

1.
Citizen surveying bridges the gap between the government and citizens who don’t come to meetings, but do vote, pay taxes, and make decisions about where to live and build their businesses.

2.
The best way to encourage good performance is to measure it, and the best indicator of government performance is citizen satisfaction. Two out of three local governments that monitor their contracts use citizen satisfaction as a guide.

3.
Surveying is how you measure progress. Surveying is not a one-time event. You start a trend line with your first survey.  In following years, declining scores tell you where to focus improvements; rising scores reward departments that are improving. 

4.
Surveys done by professionals come with analysis and explanation that put local scores in perspective. Surveys done by outside consultants are free of bias and establish a neutral benchmark that all parties can accept.

5.
Surveying is always done in the context of planning for the future—balancing priorities, setting new objectives, preparing the next budget, improving services.  You create, you measure; you refine, you reassess.  Strong management demands a credible feedback system. 

6.
The cost of surveying is repaid with interest in terms of citizen satisfaction with government, staff commitment to change, and conservation of resources. 

ICMA makes available several resources for you to use in working with your elected officials to decide whether to survey citizens and whether to use The National Citizen SurveyTM.  See The NCSTM webpage at icma.org/ncs for 

· Articles on surveying and The NCSTM
· Answers to frequently asked questions about The NCSTM
· A PowerPoint presentation on The NCSTM
· And many more materials.

