
A Big Bang Theory –  
When Resident Opinion Creates Life from Nothing 

National Research Center 
Rock Hill, South Carolina 

Palm Coast, Florida 
Duluth, Minnesota 





The National Citizen Survey™ 
 



The National Citizen Survey™ 
 



Quality 
Community Evaluate 

Empower 

Engage Educate 

Earmark 

Envision 

The Six E’s of Action 



Rock Hill, South Carolina 
Monica Croskey, Strategy & Performance Manager 

 
ICMA Conference Presenter 



NCS 

NCS 

the survey that keeps 
on giving. 

NCS 

NCS 

The National  
Citizen Survey: 



Rock Hill Uses Citizen Survey Data To: 
 
 
I. Inform strategic plan development 

 

II. Facilitate discussion & develop action plans 
 

III. Engage local media & community  
 

IV. Cross-reference other surveys (in-house surveys) 
 



 
 

I. Inform strategic plan development 
 
 



FY2014 

Year-End Strategic Plan 
Report 



 
 

II. Facilitate discussion & develop action plans 
 
 



City Council & Senior Staff Retreat 
 
• Participants provided Citizen Survey data in advance 

 

• NRC Facilitator – familiar with survey & focus group data 
 

• City Staffer – presented performance data 
 

 These factors contributed to setting appropriate 
environment for informed discussion. 

Prompting Questions 
 
• Does citizen data/feedback present a concern? 

 

• Is there a need to address data/feedback? 
 

• Current policies/practices and options for addressing? 
 

 



Public Safety Engagement 
 

 

 

• Develop a fire safety program/initiative that 
targets adults by June 30, 2013. 

 
• Developed Fire Safe Rock Hill: Working 

Together for a Safer Community. 
 

• targets work places 
• retirement communities 
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• Does citizen data/feedback present a 
concern? 
 

• Is there a need to address 
data/feedback? 
 

• Current policies/practices and options 
for addressing? 
 

 



Downtown Safety 
 

 

 

• Does citizen data/feedback present a 
concern? 
 

• Is there a need to address 
data/feedback? 
 

• Current policies/practices and options 
for addressing? 
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Violent Crime Incidents: Downtown & 
Citywide 

Downtown Citywide

• Crime data & citizen data disconnect 
 

• A perception issue: 
 

• Held downtown focus group 
 

• Cross-departmental team efforts 
 
 



 
 

III. Engage local media & community  
 
 









On a recent survey of nearly 300 Rock Hill residents through the National Research Center, 
residents indicated a growing satisfaction with bike and pedestrian amenities. However, the 
survey also showed this satisfaction was not as high as other cities that also have amenities 
geared toward biking and walking. The open house was meant as a starting point for 
addressing that concern, and more than 100 people came to share their ideas.  



 
 

IV. Cross-reference other surveys (in-house surveys) 
 
 



Citizen Leaders’ Survey 
 

 

 

Survey results from a targeted population 
within the community 

 



  
Most    

Important 
Important Somewhat 

Important 
Least    

Important 

Develop a citywide and/or countywide bus system for Rock 
Hill/York County 24% 41% 24% 11% 

Seek opportunities to add bike lanes along major thoroughfares 16% 41% 27% 16% 

2011 National Citizen Survey
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Support for bus system: 

Targeted: 65% NCS: 78% 

Support for bike lanes: 

Targeted: 57% NCS: 78% 



Use Citizen Survey 
Data to: 

 

• Develop strategic plan 
 

• Facilitate discussion and 
create action plans 

 

• Engage community and 
media 

 

• Cross-reference other 
citizen data 

 

More 
broadly: Share Discuss Act 



City of Palm Coast, Florida 
 

Denise Bevan, City Administration Coordinator 
 

ICMA Conference Presenter 



Getting to Know Palm Coast 

http://www.youtube.com/watch?v=pYRP-NNzD3A&feature=player_embedded


Getting to Know Palm Coast 



Implementing Our Vision 
• The National Citizen Survey is utilized 

as one of many tools to evaluate the 
Strategic Action Plan (SAP) 
 

• SAP is a guide to implement Council’s 
Long-term Vision for the City of Palm 
Coast 

 
• Vision is dissected into six Long-term 

Goals for practical implementation 
 

• In 2011, process restructured to bridge 
a closer relationship with Budget and 
Performance Measure tracking   
 
 
 

 
 
 
 
 

Vision Statement 
To be recognized as one of 
Florida’s premier cities in 

which to live, work and play 

Expansion 

Economic 

Financial 

Environmental 

Quality 
 of 

 Life 

Workforce 
Talent 



Before and After 



Implementing Our Vision 

Tracking (Short-term) Target (Long-term) 

Performance 
Measures 
(Internal) 

Status 
Meetings 

Conducted 
Quarterly 

Citizen 
Survey   

(External) 

SAP  
Evaluation  
(Direction) 

Develop  
Annual 

Approaches 
(Action Agenda)  

Budget 
& 

Implement 

Five-Year 
Goals 

Tools for Staff 



A Better Toolbox 



Measuring Results 

July 8, 2014 - Palm Coast is among 11 
jurisdictions receiving the Certificate of 
Distinction, and one of 49 recognized  
overall. 
 



Building on Great Teamwork 
5-year Performance Report 
including City Council Goals 
and Objectives, and Citizen 

Survey 

Strategic Action Plan Team Performance Measure 
Team 

Denise Bevan               
City Administration 

Coordinator 

Constance Bentley 
Planner 

Jerry Forte            
Deputy Fire Chief 

Jose Papa                      
Senior Planner 

Luanne Santangelo 
Parks & Recreation 

Director 

Chris Quinn          
Finance Department 

Director 

Doug Atkins                     
IT&C  Applications 

Analyst 

Donald Schrager 
Stormwater System 

Specialist 

Christina Mugford 
Accounting Technician  

Renee Shevlin          
Public Works Operation 

Manager 

Lina Williams                 
Budget and Financial 

Analyst 



“It’s not the strongest of the species that survive, 
nor the most intelligent, but the one responsive 
to change.”    
 
            ~  Charles Darwin 
 
 

  Questions and Support 
 

   Denise Eagle Bevan 
City Administration Coordinator 
    dbevan@palmcoastgov.com 

    Office:  386-986-2458 
 
 
 
 
 
 
 



Duluth, Minnesota 
Mayor Don Ness 



 Structurally imbalanced budget 

    →  $6M deficit, negative $1.3M general fund reserve 

 $378M retiree healthcare unfunded liability 

 High CAO turnover 

 Toxic political environment 

 



Duluth News Tribune / Bob King 

• Aging infrastructure, $80 million EPA and DOJ lawsuit 
for sanitary sewer overflows into Lake Superior 











Building a broader narrative 



Building a broader narrative 



Building a broader narrative 
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The value of services for the taxes paid 
in Duluth 
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Overall image or reputation of Duluth 
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The overall direction that Duluth is 
taking 
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ICMA Awards Duluth with the 2013 Voice of the People Award  
for Transformation in Public Library Services 



Questions/Comments? 

Additional Information… 
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