Council Meeting of
April 24, 2012

Honorable Mayor and Members
of the City Council
City Hall
Torrance, California
Members of the Council:
SUBJECT: City Manager — Strategic Plan Three Year Update Cycle

RECOMMENDATION

Recommendation of the City Manager that City Council provide direction regarding the
Strategic Plan Three Year Update Cycle.

Funding
None.

BACKGROUND AND ANALYSIS

The City's Strategic Plan was developed by the community in 2008 and your Honorable
Body approved the Key Performance Indicators (KPI) for measuring and monitoring work
efforts of the City on June 23, 2009. On June 15, 2010, your Honorable Body also
approved the Action Plan implementing the 2008 Strategic Plan. Since then, staff has been
working diligently to track all KPIs using the Strategic Plan Database. An annual update of
key accomplishments will be presented to the Strategic Plan Committee, then to the City
Council in summer of this year.

As part of the data gathering for the development of the Strategic Plan, a survey of
residents and businesses was conducted to measure satisfaction with City services and
qualify of life. A professional survey firm was hired by the City to conduct the telephone
surveys in December of 2007 through January of 2008.

The 2008 Strategic Plan Implementation Plan also includes the following components:

e Action Plan (complete)

e Annual Review and update of the Action Plan (in progress, pending review of recent
updates by the City Council Strategic Plan Committee)

e Three-Year Update Cycle to consist of an environmental scan and statistically valid
telephone surveys of business and residential communities. If the data indicates no
need for a complete revision at any of the three year intervals, a mandatory revision
will occur every five years. Furthermore, the Action Plan also states that if the
Strategic Plan requires a revision update, it will be conducted under the auspices of
an appointed committee composed of members as determined by the City Council.
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Prior to conducting the telephone survey and/or environmental scan, staff would like to
receive further direction from your Honorable Body regarding the need to conduct the
telephone survey of the business and residential communities or gather the statistical data
involved in the scan. The telephone survey gives us statistically accurate information about
the opinions of our residents and businesses regarding the issues addressed in the
Strategic Plan.

The Environmental Scan provides a more general picture of economic, development and
business status within the City and the broader community. For purposes of an update, the
information gathered by means of the phone survey would be most valuable in assessing
the success of the Plan. The environmental scan provides a wealth of information
regarding the milieu in which we are attempting to implement the plan, but is not as helpful
in assessing the success of plan implementation.

If your Honorable body desires that a survey and/or scan be conducted, staff will include the
necessary funding with the 2012-2013 budget development that will be considered by
Council in May 2012. For cost reference, the prior telephone survey was $45,930 and the
environment scan was $87,414.

Respectfully submitted,

LeRoy J. JACKSON
CITY MANAGER

By %‘M// Mw
Mary Giordafio  (/
Assistant City Manager

CONCUR:

\‘

City Managse
Attachment. A) Residents Survey (Limited Distribution)
B) Business Survey (Limited Distribution)
C) Environmental Scan (Limited Distribution)
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Residents Survey

Summary of Results for
Survey Conducted on
November 7-11, 2007
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Fairbank, Maslin, Maullin & Associates
Opinion Research & Public Policy Analysis
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INTRODUCTION AND METHODOLOGY

From November 7" through 11", 2007, Fairbank, Maslin, Maullin & Associates (FMM&A)
conducted a telephone-based survey of 500 randomly selected City of Torrance residents over
the age of eighteen. The sample was drawn using a Random-Digit-Dial (RDD) sampling
methodology where listed and unlisted telephone numbers are generated by a computer
randomly to ensure inclusion of the highest proportion of residents living in Torrance. The
survey was commissioned by the City of Torrance to determine residents’ opinions and

! Some questions in the survey are

attitudes toward issues and services affecting residents.
repeated from surveys conducted in 1995 by FMM&A and 1998 by Flint Marketing
Communications’ to assess changes in opinions over time. Finally, where applicable, results are
also compared to those of the Torrance Business Survey, which was conducted from December
10", 2007 through January 6™, 2008, among 300 City of Torrance businesses who have 40 or

fewer employees.’

The survey took an average of 20 minutes to complete in English and 22 minutes in Spanish.

The sample was weighted slightly to conform to demographic data on the City’s population.

The margin of error for the survey sample as a whole is plus or minus 4.4 percent; for smaller
subgroups of the sample, the margin of error is larger. For example, statistics reporting the
opinions and attitudes of women, who make up 52 percent of the sample, have a margin of

error of plus or minus 6.2 percent. Therefore, for this and other population groupings of

" FMMA prepared the questionnaire in consultation with the City of Torrance staff.

? The September 1995 study was conducted among 463 Torrance residents and has a margin of error of +/- 4.7
percentage points for the survey as a whole. The August 1998 survey was conducted among 400 Torrance residents
and has a margin of error of +/- 5.0 percentage points.

> The 300-business respondent survey has a margin of error for the sample as a whole of +/-5.7 percentage points.
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similar or even smaller size, interpretation of the survey’s findings are more suggestive rather

than definitive and should be treated with a certain caution.

Below is an outline of the various sections of the report. Following the outline, a summary of
the findings is presented. The remaining portion of this report, consisting of four sections,

discusses the survey’s principal findings in more detail.

e Part 1 examines Torrance residents’ general attitudes toward the City, their perceptions of
Torrance as a place to live, as well as evaluations of the City’s quality of life. The section
also includes an exploration of satisfaction and importance of Torrance as a retail shopping
hub; business-friendly city; a balanced city in terms of residential, industrial, and business

development; and a city that benefits from its ethnic diversity.

e Part 2 describes general views toward municipal services. This section examines
residents’ satisfaction with a variety of specific City services and how important they

consider each service to be.

e Part 3 explores the importance of local issues and reaction to proposals for easing traffic

congestion. It also looks at resident suggestions for improving City services.

e Part 4 focuses specifically on public safety, asking residents their perception of public

safety in their neighborhood and a nearby park, as well as their top safety concerns.

Full topline results of the survey are included at the end of the report as an appendix.
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SUMMARY OF FINDINGS |

Perception of Life in Torrance

» Torrance residents have an overwhelmingly positive impression of Torrance as a place
to live. A nearly unanimous 94 percent rate Torrance positively, with 47 percent considering
it “excellent” and another 47 percent giving the City a “good” rating in this regard. Just six
percent give the City a “just fair” (4%) or “poor” (2%) rating. This positive perception is
widely shared, with nine in ten or more residents in nearly every demographic group

analyzed having a positive view of Torrance as a place to live. (Section 1.1)

» Torrance residents’ general view that the City is a good place to live extends to all
groups, including families, children, teenagers, singles, couples without children,
seniors, and those from different ethnic backgrounds. Nearly nine in ten or more
residents believe Torrance is an “excellent” or “good” place for each of these groups to live.
Just under eight in ten (78%) feel this way about Torrance for people with disabilities (with
17% uncertain how Torrance is as a place to live for those with disabilities). This question
was also asked in the 1995 and 1998 studies and, overall current ratings are little changed
from those of previous years. However, there is some change in the proportion calling
Torrance an “excellent” place to live for various groups. The proportion calling Torrance an
“excellent” place to live has increased for feenagers from 22 percent in 1995 and 25 percent
in 1998 to 35 percent currently. It has also increased for senior citizens and retirees, from 29
percent give an “excellent” rating in 1995 and 1998 to 38 percent in the current study.
“Excellent” ratings have increased slightly for people from different ethnic backgrounds
(25% in 1995 and 27 percent in 1998 to 32% currently), children under 12 years of age (from
33% in 1995 to 37% in 1998 and 40% currently), people with disabilities (17% in 1995 and
20% in 1995 to 24% currently), and single adults (23% in 1995 and 25% in 1998 to 29%

currently). The only decline since 1998 is in the proportion rating Torrance as an “excellent”
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place to live for families (51% in 1998 to 42% currently, bringing the result closer to the
finding of 43% in 1995. In 1995, 12 percent considered Torrance a “not good place” for
teenagers to live. That proportion fell to seven percent in 1998 and five percent currently.

(Section 1.1)

Not only are residents satisfied with Torrance as a place to live, but one-third (32%)
expect the quality of life in Torrance to get better in the next five years. Another 44
percent believe the quality of life will remain the same. Just 19 percent believe it will get

worse. (Section 1.2)

Residents believe that Torrance is providing the diversity of life sought in American
cities, including ample retail shopping opportunities, a business-friendly environment, a
balance of residentiél, industrial, and business development, and the benefit of ethnic
diversity. Ninety-three percent (93%) of residents believe Torrance is the “retail shopping
hub of the South Bay,” with 54 percent saying this describes their City “very well.” Nine out
of ten (90%) residents also believe it is accurate to describe Torrance as “a city with a
balance of residential, industrial, and business development.” In fact, nearly half (47%) think
this describes Torrance “very well.” A near equal proportion feel this way about Torrance as
being “business-friendly” (89% saying it describes the City well, with 49% saying “very
well”). Only slightly lower numbers consider it accurate to say the City “benefits from the
ethnic diversity of its population (85%, with 40% saying “very well”). Residents were also
asked if each of these characteristics are important for Torrance to achieve by 2012. All but
being a retail shopping hub are at least somewhat important to nine in ten residents. Being a
retail shopping hub is important to a still high 81 percent. While the survey may have tested
the importance of achieving these objectives, the results show most residents already believe
they have been achieved. Overall opinions on how Torrance is currently described and the
importance of each attribute in the future are little changed from the results in the 1995 study
(the question was not asked in 1998). (Section 1.3)
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» Most residents believe the City offers them the diversity of services and opportunities
they need. Seven in ten residents believe Torrance is providing enough retail stores,
restaurants, businesses, and industry — with no more than 18 percent saying there is “not
enough” of any one of these aspects of life. Six in ten (60%) believe there is enough
entertainment opportunities, while 32 percent believes there is not enough. While 72 percent
are satisfied with the medical services, one-quarter (25%) believe more medical services are
needed. Just over half (53%) believe there is just the right amount of housing, however 26

percent believe there is too much and 18 percent believe there is not enough. (Section 1.4)

Impressions of Torrance City Governments’ Performance Overall and in Providing Services

> By a 2-to-1 margin, Torrance residents give their City government positive rather
than negative reviews. Two-thirds of residents (66%) believe Torrance City government
is doing an “excellent” (15%) or “good” (51%) job, while 27 percent see their
performance as “fair” and only four percent consider it “poor.” It should be noted,
however, that ratings are far more positive among white residents (74 % positive) than non-
white residents (52%). In fact, views are divided among Latino residents (52% positive to
48 % negative), while positive ratings outweigh negative ratings by more than 3-to-1 among

white residents. (Section 2.1)

» Respondents were asked to rate the importance of individual services the City
provides. Each of the 13 services received high importance ratings, with average
ratings ranging from 5.0 to 6.3 - on a 7-point scale where “7” meant “very
important” and “1” meant “not at all important.” Torrance residents rate “fire
protection and paramedic services” (score of 6.3), “police protection in your
neighborhood” (score of 6.3), and “emergency preparedness” (6.0) as the most important.
Receiving only slightly lower ratings are “library services” (5.9), “maintenance of local

streets and sidewalks” (5.8), “removal of graffiti” (5.8), “programs available for seniors”
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(5.7), “providing after-school activities for young people” (5.7), and “city recreational
opportunities and programs” (5.7). Lower tier services, although important to high
proportions of residents, include “animal control services” (5.4), “programs to retain,
expand, and attract businesses to Torrance” (5.2), “landscaping on street medians and

other public areas” (5.2), and “tree trimming” (5.0). (Section 2.2)

The positive ratings for the job Torrance is doing in providing services in general may
be due to the general satisfaction that residents feel toward specific services the City
provides. Nearly all of the 13 services tested received average ratings of 5.2 or greater —
on a 7-point scale where “7” meant “very satisfied” and “1” meant “not at all satisfied,”
including “fire protection and paramedic services” (score of 6.0), “police protection in
your neighborhood” (score of 6.0), and “library services” (score of 5.9). Also receiving
strong satisfaction ratings are “emergency preparedness” (5.6), “programs available for
seniors” (5.6), “removal of graffiti” (5.6), and “city recreational opportunities and
programs” (5.6). Residents express only slightly lower satisfaction with “animal control
services” (5.4), “providing after-school activities for young people” (5.3), “landscaping on
street medians and other public areas” (5.2), “maintenance of local streets and sidewalks”
(5.2), “tree trimming” (5.1), and “programs to retain, expand, and attract business to

Torrance” (5.0). (Section 2.3)

When comparing overall residents’ importance and satisfaction ratings, “maintenance of
local streets and sidewalks” and “providing after-school activities for young people” rank
at or above the mean rating of importance for all items. However, the mean rating for
satisfaction for these two items is at or below the mean satisfaction rating for all items,

suggests residents expect better service in these areas than the City is currently delivering.
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It should be noted that satisfaction ratings in both areas is above the mid-point of the “1” to
“7” scale (4.0), indicating that most residents are at least somewhat satisfied. In fact, 11
percent give “maintenance of local streets and sidewalks” a rating of “3” or less, while
74 percent give a rating of “5” or greater. Fifteen percent give a neutral “4” rating. In
the case of “providing after-school activities for young people,” nine percent give a rating
of “3” or less, 14 percent give a neutral “4” rating, and 64 percent give a rating of “5” or

greater. (Section 2.4)

“Removal of graffiti,” “police protection in your neighborhood,” “fire protection and

o

paramedic services,” “library services,” and “emergency preparedness” all receive mean
importance and satisfaction ratings above the mean importance and satisfaction ratings for
all City services. “City recreational opportunities and programs” and “programs available
for seniors” receive scores for importance and satisfaction at the mean rating for all
services. These results indicate that residents find these services to be important in general

and that they are pleased with the quality of service the City provides. (Section 2.4)

Four services receive group ratings that are below the overall mean rating of importance and
satisfaction for all services. “Tree trimming,” “landscaping on street medians and other
public areas,” “programs to retain, expand, and attract businesses to Torrance,” and
“animal control services” receive the lowest group ratings on both the overall ratings of

importance and satisfaction. (Section 2.4)
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Issue Concerns

> Despite holding Torrance in high regard, residents are not without concerns. Yet, no
issue generates an intensely strong reaction, with no more than four in ten calling any
one issue “extremely important.” Concern about traffic congestion, crime, and polluted
run-off that flows into the ocean and onto local beaches are top tier concerns, with each
called “extremely important” issues by nearly four in ten residents. Overall, each is at least
“somewhat important” to approximately eight in ten residents. Affordable housing is a top
concern as well, with 34 percent calling it “extremely important” and 71 percent considering
it at least “somewhat important.” Secondary concerns include the condition of local streets
(25% “extremely,” 70% total important), global warming and climate change (29%, 65%),
and growth and development (22%, 60%). (Section 3.1)

> Issues related to traffic top the list when residents were asked to express, in their own
words, what is the most important thing the City of Torrance could do to improve City
services. Overall, three in ten gave a response related to traffic and transportation, including
18 percent saying traffic control should be the top priority, six percent mentioning
transportation improvements generally or public transportation, three percent mentioning
improved service and bus routes, and three percent mentioning street and sidewalk repair and
maintenance.  Crime control was mentioned by another 11 percent, and better
communication between residents and City Council (7%), growth control (6%), affordable
housing (4%), better schools (4%), and more public services (4%) round out the most

mentioned items. (Section 3.2)
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» Residents believe three proposals tested would be effective in easing traffic, but most
think each would be only “somewhat” effective. Seventy-six percent (76%) believe
improving bus routes and providing better service would ease traffic, but just 37 percent
believe it would do a “great deal” toward solving the problem. Just over seven in ten (71%)
consider increasing the availability of public transportation to be effective, but only one-third
(33%) strongly so. While 67 percent consider creating mixed-land use projects to be
effective, just 23 percent believe this would do “a great deal” to ease traffic. These proposals
were also tested in the business survey, with little difference in results between business and

residential respondents. (Section 3.3)

Safety Concerns

» Issues related to traffic and driving are also considered the most prominent public
safety concern. When asked to name in their own words what they consider the most
serious public safety concern in their neighborhood, 38 percent gave a response related to
driving, including car traffic (16%), speeding and unsafe driving (15%), road and sidewalk
conditions (5%), and overgrown roots and trees that impact traffic visibility (2%). In fact,
public safety issues related to transportation outnumber mentions related to crime. Just six
percent mentioned gang or juvenile violence, five percent crime generally, four percent
robbery or muggings, two percent each car theft and graffiti, and one percent each drug use
and sex crimes. Another six percent mentioned a lack of police visibility or patrols.

(Section 4.1)
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» Most residents feel safe in their own neighborhood or nearby park during the day.
Perception of safety in these locations diminishes when asked to consider them at night.
Just over nine in ten (93%) residents feel safe in their neighborhood during the day, with 72
percent feeling “very” safe. An only slightly lower 86 percent feel safe during the day “in
the park closest” to them (61% “very” safe). At night, the proportion who feel safe in their
neighborhood drops to 72 percent, with the proportion feeling “very” safe cut in half to 35
percent. The proportion who feel safe at a nearby park at night drops to 60 percent, with just
one-quarter (26%) feeling “very” safe. (Section 4.2)

The remainder of this report presents the results in more detail.
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DETAILED RESULTS

PART 1: PERCEPTIONS OF LIFE IN TORRANCE

The survey results clearly show that the vast majority of Torrance residents have a positive
impression of their City as a place to live and believe the quality of life will either continue to
improve or remain the same. They believe Torrance is a good place to live for all types of
residents, including singles, couples without children, seniors, families, children, teens, and
different ethnic groups. Residents also see Torrance as providing retail shopping, business
opportunities, the benefits of ethnic diversity, and a balance of residential, industrial, and
business development.

1.1 TORRANCE AS A PLACE TO LIVE

Torrance residents have an overwhelmingly positive perception of Torrance as a place to live
(see Figure 1). A nearly unanimous 94 percent rate Torrance as an “excellent” or “good” place

to live. In fact, nearly half (47%) consider it “excellent.”

FIGURE 1:
RATINGS OF TORRANCE AS A PLACE TO LIVE

Excellent §

& 479,
TOTAL
94%

Good 47%

0% 20% 40% 60%
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e There is little variation in the positive perception of Torrance as a place to live by
demographic subgroups, with nine in ten or more in nearly every subgroup having a positive
view. White residents (54% “excellent”), residents ages 65 or older (58%, in particular those
ages 75 or older at 62%), and residents of 21 years or more (59%) are the most likely to say
Torrance is an “excellent” place to live. Residents living in the 90277 (47% “excellent”),
90505 (53%), and 90503 (55%) zip codes are also more intensely positive than those living
in 90501 (32%) and 90504 (39%).

Not only do nearly all residents have an overall positive impression of Torrance as a place to
live, but nearly nine out of ten or more residents consider it an “excellent” or “good” place for
“families” (96% “excellent” or “good”), “couples without children” (92%), “children under 12
years old” (91%), “people from different ethnic backgrounds” (90%), “senior citizens and
retirees” (88%), “single adults” (87%), and “teenagers” (87%). An only slightly lower 78
percent feel this way about Torrance as a place to live for “people with disabilities.” However, a
high 17 percent are uncertain — twice that who were unable to give a rating for any other

population. No more than six percent said Torrance is not a good place to live for any one

group.

This question was also asked in the 1995 and 1998 studies and, overall current ratings are little
changed from those of previous years. However, the proportion calling Torrance an “excellent”
place to live has increased for teenagers from 22 percent in 1995 and 25 percent in 1998 to 35
percent currently. It has also increased for senior citizens and retirees, from 29 percent give an
“excellent” rating in 1995 and 1998 to 38 percent in the current study. “Excellent” ratings have
increased slightly for people from different ethnic backgrounds (25% in 1995 and 27 percent in
1998 to 32% currently), children under 12 years of age (from 33% in 1995 to 37% in 1998 and
40% currently), people with disabilities (17% in 1995 and 20% in 1995 to 24% currently), and
single adults (23% in 1995 to 25% in 1998 to 29% currently). The only decline since 1998 is in

the proportion rating Torrance as an “excellent” place to live for families (51% to 42% currently,
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bringing the result closer to the finding of 43% in 1995. In 1995, 12 percent considered
Torrance a “not good place” for teenagers to live. That proportion fell to seven percent in 1998

and five percent currently.. Table 1 illustrates the results.

TABLE 1:
RATINGS OF TORRANCE AS A PLACE TO LIVE FOR VARIOUS KINDS OF PEOPLE, 1995-2007
(Ranked by proportion call Torrance an Excellent Place in 2007)

Demoeraphic Grou Surve Rating Torrance as a Place to Live
Asgkeg About p Yeary Excellent Good Not a Good Don’t
Place Place Place Know
2007 42% 54% 1% 3%
Families 1998 51% 48% 1% 0%
1995 43% 52% 4% 1%
P 2007 40% 51% 3% 5%
Se';‘:g:";g wnder:12 1998 37% 59% 2% 3%
1995 33% 59% 4% 3%
Senior citizens and 2007 38% 20% 6% 6%
retirees 1998 29% 59% 7% 6%
1995 29% 53% 8% 10%
2007 35% 52% 5% 8%
Teenagers 1998 25% 66% 7% 2%
1995 22% 61% 12% 5%
Counles without 2007 34% 58% 2% 6%
chﬂ;’ren 1998 36% 60% 4% 1%
1995 29% 63% 4% 4%
2007 32% 58% 4% 5%
P i
y t‘l’l"l:’ilcelf;zl‘:‘gf;gz;?t 1998 27% 66% 6% 1%
1995 25% 63% 8% 4%
2007 29% 58% 5% 8%
Single adults 1998 25% 64% 8% 4%
1995 23% 62% 7% 7%
People with 2007 24% 54% 6% 17%
disabilities 1998 20% 63% 6% 11%
1995 17% 62% 9% 12%
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2007 results among subgroups

e Women are more likely to consider Torrance an “excellent” place to live for families than

men (47% to 36%), including both moms and women without children.

e Residents of 21 years or more are more likely to consider Torrance an “excellent” place to

live for nearly all groups tested than residents of a shorter duration.

e Residents ages 50 or older are slightly more likely to consider Torrance an “excellent” place
for children under 12 than those younger (46% to 36%). This is largely a function of men
ages 18 to 49 giving this response in lower numbers (28%) than younger women (42%).
Those ages 50 or older are also more likely to rate Torrance as an “excellent” place to live for

senior citizens or retirees (43% to 33%).

e White residents are more likely to consider Torrance an “excellent” place to live for all
groups tested than non-white residents, with the only exception being little difference in the

proportion giving this response regarding “people from different ethnic backgrounds.”

e There is no vanation in the proportion calling Torrance an “excellent” place to live for
families or those with children under 12 years of age among respondents with and without
children. Those with a college education are slightly more likely to consider Torrance an

“excellent” place for famtlies and children under 12 years of age than those less educated.

e Those living in the 90503 zip code are the most likely to rate Torrance as an “excellent”
place for families, with 52 percent giving this response. Those living in the 90505 zip code
also feel this way in strong numbers (45% “excellent”), with 27 percent to 37 percent in other

zip codes holding this view.
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1.2 FUTURE QUALITY OF LIFE IN TORRANCE

One-third (32%) of residents believe the quality of life in Torrance will get better in the next five
years — a remarkable percentage considering how good they believe life in Torrance already is.
The finding that a plurality, 44 percent, believe it will stay the same is also positive given the
high rate of satisfaction at this time. Just 19 percent believe things will get worse. Figure 2

illustrates the results.

FIGURE 2:
RATINGS OF THE QUALITY OF LIFE IN TORRANCE IN THE NEXT FIVE YEARS

Much better TOTALT
Somewhat better | 20% | 32% '
staythesame | ]44%
Somewhat worse 115% JToTAL
Much worse § 19%

DK/NA | |5%

0% 20% 40% 60%

e Residents of 11 to 20 years are among the least likely to believe the quality of life in
Torrance will get better (22% among 11 to 20 year residents and 30% among longer term

residents) and more likely to think it will get worse (21% and 27% respectively).

e Those living in houses or duplexes (25% better) and condos (34%) are less positive than
those living in apartments (50%). This correlates with the findings based on home
ownership, with 47 percent of renters saying they think the quality of life will get better

compared to 24 percent of homeowners.
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Those with school-age children are more positive than those without (38% to 28% better).

Perception that the quality of life will get better increases with declining level of educational
attainment. While 45 percent of those with a high school education or less believe it will get
better, just one-quarter (26% better) of college and post-graduate educated residents do so.
Those more educated are only slightly more negative, with half believing the quality of life

will stay the same.

Latino residents are far more positive about the future (62% better) than white (27%), Asian
(29%) or non-white residents generally (41%). Two in ten (21%) white residents believe the

quality of life will get worse.

Residents under the age of 30 are also among the most positive, with 54 percent thinking the
quality of life in Torrance will get better in the next five years. This compares to 22 percent
to 32 percent of other age cohorts. While just one in ten of those under 40 believe the quality
of life will get worse, approximately one-quarter of those older do so. Women ages 50 or

older are among the most negative (32% worse).

Those living in the 90277 (45% better) and 90501 (52%) zip codes are among the most
positive, and more so than those living in the 90503 (26%), 90504 (30%), and 90505 (26%)

zip codes.
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1.3 SPECIFIC IMPRESSIONS OF TORRANCE
Torrance is well-regarded in a variety of ways and views have changed little since 1995 (see

Figure 3).

» Ninety-three percent (93%) consider Torrance to be “very well” (54%) or “somewhat well”
(39%) described as “ the retail shopping hub of the South Bay.” Large proportions of all
subgroups hold this view. However, white women are more likely to think this phrase “very

well” describes Torrance (66%).

» Nine out of ten (90%) residents believe Torrance is described “very well” (47%) or
“somewhat” (43%) by the phrase, “a city with a balance of residential, industrial, and
business development.” Large proportions of all subgroups hold this view, with little

noteworthy variation among subgroups.

» A near equal 89 percent consider Torrance “very well” (49%) or “somewhat” (40%)
described as “a business-friendly city.” Large proportions of all subgroups hold this view as
well. White women (60%) and college graduates (55%) are more likely to believe this

statement describes Torrance “very well.”

> Just a slightly lower 85 percent feel this way about Torrance being “a city that benefits from
the ethnic diversity of its population” (40% “very well” and 45% “somewhat”). Women are
more likely to think this statement describes Torrance “very well” (46%) than men (33%) —

with little difference by white and non-white women.
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There is little change in the proportion of residents who believe Torrance is described well in
these four areas since it was last asked in 1995. In fact, the proportion saying the City is
described at least somewhat well by eaqh statement in 1995 is no more than three points different
than in the current study. Slightly fewer residents believe Torrance is described “very well” as
“the retail shopping hub of the South Bay (59% in 1995 to 54% currently) and “a city with a
balance of residential, industrial, and business development” (53% in 1995 to 47% currently),
while slightly more residents currently believe the City is described “very well” as benefiting

“from the ethnic diversity of its population” (35% in 1995 to 40% currently).

FIGURE 3:
PERCEPTIONS OF TORRANCE IN SPECIFIC AREAS
(Ranked by Describes “Very Well”)

Nov. 2007 |
The retail shopping hub of the South Bay

Sept. 1995
Nov. 2007 B
Sept. 1995

A business-friendly city* {

A city with a balance of residential, [ Nov-2007
industrial and business development | sept. 1995

A city that benefits from the ethnic | Nov.2007
diversity of its population | gept. 1995
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Residents were asked how important it is to them personally to achieve these four characteristics
in Torrance by the year 2012. . Approximately nine out of ten would “very” or “somewhat” want
Torrance to be “a city with a balance of residential, industrial, and business development” (89%),
“a city that benefits from the ethnic diversity of its population” (90%), and “a business-friendly
city” (90%). Approximately half of residents “very much” want Torrance to be known by these
attributes. An only slightly lower 81 percent (36% “very much”) want Torrance to be “the retail
shopping hub of the South Bay.” Figure 4 shows the results. Given the high proportion who
believe the City is already well described in all these areas, the results suggest that each item is

perceived as already achieved.

There is little overall change since 1995 (the last time the question was asked) in the value
residents place in achieving these characteristics by 2012 (with no more than a three-point
difference in the proportion calling each at least “somewhat” important to them in both surveys).
Slightly fewer residents “very much” want Torrance to be “the retail shopping hub of the South
Bay (41% in 1995 to 36% currently) and “a city with a balance of residential, industrial, and
business development” (54% in 1995 to 49% currently). Figure 4 illustrates the results.

FIGURE 4:
VALUE OF CHARACTERISTICS FOR TORRANCE IN THE FUTURE

&/ Very Much 0 Somewhat & Not At All 0 Don't Care/DK/NA

A city that benefits from the ethnic | Nov. 2007
diversity of its population Sept. 1995

A city with a balance of residential, | Nov.2007 j
industrial and business development Sept. 1995

. . Nov. 2007 &
A business-friendly city { -
Sept. 1995

Nov. 2007 &8
The retail shopping hub of the South Bay
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e Latino residents are more likely to say they very much want Torrance to be a shopping hub
than white residents (48% to 35%). White (51%) and Latino (50%) residents are more likely

to “very much” want Torrance to be business-friendly by 2012 than Asian residents (32%).

e Residents 75 years of age or older place a slightly lower value on Torrance being “a city that
benefits from the ethnic diversity of its population,” with 29 percent saying they would like

this “very much,” compared to approximately half of those younger.

e Having a balance of residential, industrial, and business development is wanted “very much”
by more college graduates (55%) than non-college residents (42%). College graduates also

place more value on ethnic diversity than those less educated (52% to 44% “very much”).
1.4 PERCEPTION OF SERVICES AND DEVELOPMENT

Approximately seven in ten residents believe there is the right amount of retail stores,
restaurants, businesses, industry, and medical services in Torrance. However, just 53 percent
feel this way about housing, with 26 percent believing there is “too much” and 18 percent
believing there is “not enough.” Just 60 percent believe there is the right amount of
“entertainment opportunities,” with 32 percent believing there is “not enough” and just five
percent believing there is “too much.” While 72 percent believe there is the right amount of
“medical services,” one-quarter believes there is not enough (just 3% believe there is too much).

Figure 5 illustrates the results.



25

Torrance Resident Satisfaction Study
November 2007
Page 22

FIGURE 5:
PERCEPTIONS OF DEVELOPMENT IN TORRANCE
(Ranked by “Not Enough”)

m Not Enough T Just Right @ Too Much 0 DK/NA

Entertainment opportunities

Medical services

Housing :
Restaurants 73%
Retail stores 70%
Industry § 70%
Businesses | 73%

40%

e There is not a lot of variation in the proportion of each subgroup who believe there is not
enough of each service/aspect of life tested. Asian residents are more likely to think there are
not enough entertainment opportunities (46%) than white (28%) and Latino (36%) residents.
Those with school-age children hold this view in higher numbers than those without as well
(40% to 27%). Residents under 50 are more likely to believe there are not enough
entertainment opportunities (37% to 27% among those older), medical services (29% to
18%), and housing (22% to 14%). Renters are less satisfied with housing opportunities (24%

not enough) than homeowners (15%).
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PART 2: SPECIFIC IMPRESSIONS OF TORRANCE SERVICES

Residents give Torrance government high marks for the job it is doing providing services, with
positive ratings outweighing negative reviews by slightly more than 2-to-1. The City also
receives strong satisfaction ratings for specific services it provides, from police and fire
protection to maintenance of local streets and sidewalks and animal control services. In fact,
ratings are above the mid-point on the rating scales for all 13 services tested. Furthermore,
the near equal ratings for the importance of services the City provides and satisfaction ratings
for the City’s delivery of the same services show that the City is meeting the primary service
needs of residents.

2.1 OVERALL IMPRESSION OF CITY GOVERNMENT PERFORMANCE

By a 2-to-1 margin, residents give Torrance’s City government positive ratings for the job it is
doing providing services (See Figure 6). Two-thirds (66%) believe it is doing an “excellent”
(15%) or “good” (51%) job, compared to 31 percent who give City government “fair” (27%) or

“poor” (4%) reviews.

FIGURE 6:
JOB RATING OF CITY GOVERNMENT’S SERVICES TO RESIDENTS

Excellent | }TOTAL
Good 519 ) |56%
Just fair J27%}TOTAL
, ¢
Poor 4% 31%
DK/NA | [3%
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e The City gets much stronger ratings from white residents (74% positive) than non-white
residents (52%), including Asian (52%) and Latino (52%) residents. In fact, Latino
residents are nearly divided in their perception, 52 percent positive to 48 percent negative
and Asian residents are nearly as likely to give the City a negative review in this regard
(41%) as a positive review (52%). Meanwhile, positive ratings outweigh negative ratings

by more than 3-to-1 among white residents (74% to 22%).

e Positive ratings for providing City services generally increase with age. While 62 percent
of those 18 to 49 have a positive impression, 68 percent of those 50 to 64 do so and 77
percent of those 65 years of age or older. Men ages 18 to 49 are the most negative, with

43 percent giving the City a negative rating for providing services.

e Residents of 11 to 20 years are divided in their view of the job the City is doing in
providing services, 50 percent positive to 45 percent negative. Ratings are far more

positive than negative with residents living in Torrance a shorter or longer duration.

e Ratings are fairly consistent by zip code, although those in the 90277 zip codes are
slightly more positive (71%).

2.2 IMPORTANCE OF VARIOUS CITY SERVICES

Torrance residents were presented with a list of 13 specific services provided by City
government and asked to rate the importance of each one on a 7-point scale. A “1” rating
indicated that the service was not at all important and “7” indicated that it was very important.
They were also instructed to say if they had no opinion or did not know enough about a service

to give a rating.*

* Those who said they had no opinion or did not know enough to offer and opinion about a particular service were
excluded from the analysis of the importance of that service.
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As Table 2 shows, many of the services tested in the survey are considered of high
importance. In fact, among residents who expressed an opinion, no service tested received an
average rating of less than 5.0 - suggesting that every service is considered at least moderately
important. Torrance residents rate “fire protection and paramedic services” (score of 6.3),
“police protection in your neighborhood” (score of 6.3), and “emergency preparedness” (6.0)

as the most important.

Receiving only slightly lower ratings are “library services” (5.9), “maintenance of local streets
and sidewalks” (5.8), “removal of graffiti” (5.8), “programs available for seniors” (5.7),
“providing after-school activities for young people” (5.7), and “city recreational opportunities
and programs” (5.7). Lower tier services, although important to high proportions of residents,
include “animal control services” (5.4), “programs to retain, expand, and attract businesses to
Torrance” (5.2), “landscaping on street medians and other public areas” (5.2), and “tree

trimming” (5.0).
2.3 SATISFACTION WITH VARIOUS CITY SERVICES

In addition to determining each service’s importance, residents were asked their level of
satisfaction with each service using a similar 7-point scale (see Table 2).° However, in this
case “1” means not at all satisfied and “7” means very satisfied. Those services receiving the
highest satisfaction ratings consist of the same services considered the most important,
including “fire protection and paramedic services” (score of 6.0), “police protection in your
neighborhood” (score of 6.0), and “library services” (score of 5.9). Also receiving strong
satisfaction ratings are “emergency preparedness” (5.6), “programs available for seniors”
(5.6), “removal of graffiti” (5.6), and “city recreational opportunities and programs” (5.6).

Residents express only slightly lower satisfaction with “animal control services” (5.4),

* Those who said they had no opinion or did not know enough to offer and opinion about a particular service were
excluded from the analysis of the satisfaction of that service.
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“providing after-school activities for young people” (5.3), “landscaping on street medians and
other public areas” (5.2), “maintenance of local streets and sidewalks” (5.2), “tree trimming”

(5.1), and “programs to retain, expand, and attract business to Torrance” (5.0).

In the 1998 study, residents were asked to rate the City’s performance in providing services as
either “excellent,” “good,” “fair”, or “poor.” In the current study, residents were asked to use an
eight-point scale, with scores above “4” indicating a positive view.  While the wording was
somewhat different, the results show very stable opinions regarding police and fire protection,
recreational opportunities, tree trimming, and library services — with little change in the proportion
giving an overall positive view. Positive views of removal of graffiti have fallen while positive
reviews have increased regarding street and sidewalk maintenance (other areas in the current
survey were not asked in 1998). |

TABLE 2:
EVALUATION OF THE IMPORTANCE AND SATISFACTION OF
SPECIFIC TORRANCE CITY SERVICES

(Mean Scores on a Seven-Point Scale Where 7 = Very Important/Satisfied and 1 = Not at All Important/Satisfied)

Service Importance | Satisfaction
Fire protection and paramedic services 6.3 6.0
Police protection in your neighborhood 6.3 6.0
Emergency preparedness 6.0 5.6
Library ;services 5.9 5.9
Removal of graffiti 5.8 5.6
Maintenance of local streets and sidewalks 5.8 5.2
City recreational opportunities and programs 5.7 5.6
Providing after-school activities for young people 5.7 5.3
Programs available for seniors 5.7 5.6
Animal control services 5.4 5.4
Programs to retain, expand, and attract businesses to Torrance 5.2 5.0
Landscaping on street medians and other public areas 5.2 5.2
Tree trimming 5.0 5.1
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2.4 RELATIONSHIP BETWEEN OVERALL IMPORTANCE AND SATISFACTION RATINGS

As mentioned, the mean scores for satisfaction and importance of each item are generally
strong, with each receiving scores above the midpoint (a score of 4) on their respective 1 to 7
scale, indicating a positive response. Figure 7 and Figure 8 (the legend) illustrate the cross-
section for the mean scores of each item between importance and satisfaction. As it clearly
shows, importance and satisfaction ratings are high in all areas, as indicated by every area
being in the first quadrant which indicates high mean scores for both importance and

satisfaction.

FIGURE 7: MEAN IMPORTANCE AND SATISFACTION RATING COMPARISONS OF
SERVICES AND FEATURES
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2.4 RELATIONSHIP BETWEEN OVERALL IMPORTANCE AND SATISFACTION RATINGS

As mentioned; the mean scores for satisfaction and importance of each item are generally
strong, with each receiving scores above the midpoint (a score of 4) on their respective 1 to 7
scale, indicating a positive response. Figure 7 and Figure 8 (the legend) illustrate the cross-
section for the mean scores of each item between importance and satisfaction. As it clearly
shows, importance and satisfaction ratings are high in all areas, as indicated by every area
being in the first quadrant which indicates high mean scores for both importance and

satisfaction.
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FIGURE 8: LEGEND FOR MEAN IMPORTANCE AND SATISFACTION RATING COMPARISONS OF

SERVICES AND FEATURES
Based on Average Mean Score for Satisfaction and Importance
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L. Emergency preparedness
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Quadrant 3
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Figure 9 and its accompanying Figure 10 (Legend) illustrate the means scores in another way

- by looking at Torrance residents’ ranking of the mean (average) importance (5.7) and

satisfaction ratings (5.5) for all services and features compared to the residents’ rankings for

individual services and features.

As in most city satisfaction surveys, the overall rating for

satisfaction is lower than the overall rating for importance (see Appendix A for a detailed

explanation of each of the four quadrants presented in this section.)® However, in Torrance,

the difference is rather modest.

¢ The assumption used in this analysis is that the means of the overall importance and satisfaction ratings for all
services and features is the overall normative expectation of importance and satisfaction for the group.
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Quadrants 2 and 4 present the most striking differences between the overall residents’
importance and higher than average satisfaction ratings per service. In Torrance, no service is
in Quadrant 4 indicating low importance but average to high satisfaction. Just two items,
“providing after-school activities for young people” (H) and “maintenance of local roads and
sidewalks” (D) fall in Quadrant 2, average to high in importance and lower than average
satisfaction. However, the discrepancy is not large, with just .4 separating the importance and
satisfaction scores for the former and .6 for the latter. This suggests that residents expect

slightly better services in these two areas than the City is currently delivering.

Quadrant 1, high importance and high satisfaction, demonstrates that seven services receive
group ratings that are both above the overall mean rating of importance and satisfaction for all
services. These include “police protection in your neighborhood” (A), “removal of graffiti”
(C), “fire protection and paramedic services” (I), “library services” (J), and “emergency
preparedness” (L). “City recreational opportunities and programs” (B) and “programs
available for seniors” (M) receive average importance ratings and above average satisfaction

Scores.

Finally, Quadrant 3, low importance and low satisfaction, indicates that the four remaining
services receive group ratings that are below the overall mean rating of importance and
satisfaction for all services. “Tree trimming” (F), “landscaping on street medians and other
public areas” (E), “programs to retain, expand, and attract businesses to Torrance” (G), and
“animal control services” (K) receive the lowest group ratings on both the overall ratings of

importance and satisfaction.

Women consider nearly each service to be at least slightly more important than men, but
generally not more than half a point more on average and with the same items receiving the
strongest average ratings. There was little notable difference in importance ratings by other

subgroups analyzed. There was no notable difference in satisfaction ratings by subgroups.
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FIGURE 9: MEAN IMPORTANCE AND SATISFACTION RATING COMPARISONS OF
SERVICES AND FEATURES
Based on Average Mean Score for Satisfaction and Importance

7
5
D = A
36| 5 <x
S BlC
g M&' * oL
£ 55
& He
g o »
]
® 5 F Ge
w2
2
O
-
LOW HIGH
4
4 5 57 6 7

Importance Scale

FIGURE 10: LEGEND FOR MEAN IMPORTANCE AND SATISFACTION RATING COMPARISONS OF
SERVICES AND FEATURES
Based on Average Mean Score for Satisfaction and Importance
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PART 3: ISSUE CONCERNS AND TRAFFIC RELIEF PROPOSALS

Torrance residents express the most concern about traffic and transportation issues, with the
highest proportion volunteering “traffic congestion on local streets” as an important concern
and the highest proportion volunteering traffic control, the need for more and better public
transportation, and street repair as the most important things the City government could do to
improve services. Traffic problems are also considered a serious public safety issue, with
nearly four in ten naming an issue related to traffic, unsafe driving, or unsafe road conditions
as the most serious public safety concern. Proposals tested to ease traffic are generally well-
received, but only a modest proportion believe any one of them would alleviate traffic “a great
deal.”

Residents also express concern about crime and housing costs. When the issue of polluted
run-off that flows into the ocean and onto local beaches is introduced, this resonates as a
serious concern as well — even if it may not be top-of-mind.

3.1 IMPORTANT ISSUES

Residents’ top concerns are traffic, crime, polluted run-off to local beaches, and affordable
housing (see Figure 11). Traffic is named as an “extremely” (39%) or “very” (45%) important
concern by 84 percent of residents. An only slightly lower 80 percent feel this way about crime
(39% “extremely”) and 78 percent about “polluted runoff that flows into the ocean and onto local
beaches” (37% “extremely”). Affordable housing is an important issue to 71 percent (34%

“extremely”).

Second tier concerns include “the condition of local streets,” based on the modest 25 percent
calling it “extremely” important (70% overall). Also secondary in concemn is “global warming
and climate change (65%, 29% extremely”) and growth and development (60%, with 22%

calling it “extremely” important).
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FIGURE 11:
IMPORTANCE OF ISSUES IN TORRANCE
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e While the top issues are the same among men and women, women respond with slightly

more intensity to the issue of crime and traffic.

e The top issues among college graduates are crime, traffic, and polluted run-off. For those
less educated, the top issues are affordable housing, followed closely by crime and traffic

congestion.

e Residents 50 years of age or older are most concerned about traffic, while those younger
focus slightly more on crime, polluted run-off, and affordable housing. Concern about crime

1s strongest with women ages 18 to 49 (56% “extremely important™).

e Concern about crime is highest in the 90504 zip code (51%). Concern about polluted run-off
is highest in the 90277 zip code (52%). Affordable housing is also strongest in this zip code

(52%).
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3.2 SUGGESTIONS FOR IMPROVING CITY SERVICES

Three in ten residents give a response related to traffic and road conditions when asked to name
the single most important thing the City of Torrance can do to improve city services for people
who live and/or work in Torrance. Eighteen percent (18%) specifically mention traffic control,
with another six mention transportation improvements or more public transportation and three
percent each mention improved bus routes and service, as well as road and sidewalk repair and
maintenance, respectively. Rounding out the top suggestions to improve City services include
crime control (11%), the City government and people working better together (7%), zoning and
growth control (6%), affordable housing (4%), better schools (4%), and more public services

(4%). No other issue was named by greater than one percent. Figure 12 illustrates the results.

FIGURE 12:
RESIDENT TOP SUGGESTIONS FOR IMPROVING CITY SERVICES
(Includes Only Responses Over 3%; Open-ended responses Grouped)
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e Traffic control was named as the single most important thing the City can do to improve
services by more men (21%), homeowners (21%), those without school-age children (21%),
longer-term residents (22% of those living in Torrance 11 or more years), white residents
(23%), those in the 90277 (24%) and 90503 (23%) zip codes, college graduates (24%), those
65 or older (26%), and Japanese residents (34%).

e - Crime control was named by more Latino residents (26%) and those living in the 90501 zip

code (26%).

3.3 PROPOSALS 1O IMPROVE TRAFFIC

Approximately three out of four residents believe “increasing the availability of public
transportation” (71%) and “improving current bus routes to better service local residents” (76%)
would help ease traffic at least “somewhat.” A slightly lower 67 percent give this response about
“building mixed-land use projects” adjacent to public transit routes. However, only modest
proportions believe it would help a “great deal,” with 37 percent giving this response regarding
improving bus routes and service,” 33 percent regarding increasing the availability of public
transportation, and 23 percent about creating mixed-land use projects adjacent to public transit

routes (see Figure 13).

FIGURE 13:
EFFECTIVENESS OF PROPOSALS TO EASE LLOCAL TRAFFIC
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such as bus lines




39

Torrance Resident Satisfaction Study
November 2007
Page 35

Respondents in the Torrance business survey were also asked their opinion of these proposals to
ease traffic congestion. As Figure 14 shows, responses are very similar for the two proposals

asked with identical wording in both surveys.

FIGURE 14:
COMPARISON OF BUSINESS AND RESIDENT OPINIONS ON THE EFFECTIVENESS OF PROPOSALS
TO EASE LOCAL TRAFFIC

(Ranked by A Great Deal Business Survey)
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e Women are more likely to believe that increasing the availability of public transportation
would help ease traffic congestion (77%) than men (66%). Renters also feel this more than
homeowners (84% to 65%). Latino residents are the most likely to take this position (86%)
and more so than white residents (69%). Residents under 30 are the most likely to say this

proposal would help (81%), with those 50 or older less likely to hold this view (70%).

e Improving current bus routes is deemed effective by more women than men (80% to 70%),
newer residents (82% of residents of 10 years or less compared to 70% of longer term
residents); renters than homeowners (86% to 69%); and Latino (86%) than white (73%) or

Asian (71%) residents.

o Creating mixed-land uses adjacent to public transit routes is also better received by Latino

residents (77%). However, there is less variation in reaction to this proposal.
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PART 4: PUBLIC SAFETY

More residents cite traffic safety issues as their biggest public safety concern than mention
issues related to crime. The low level of concern about crime is reflected in the finding that
most residents feel safe in their neighborhood or nearby park during the day. Nearly three in
four feel safe in their neighborhood at night, while six in ten continue to feel safe in a nearby
park at night. '

4.1 MosT IMPORTANT PUBLIC SAFETY CONCERNS

The highest proportions of residents (38%) named a traffic-related issue as their biggest public
safety concern, including 16 percent considering car traffic as the most serious public safety
problem, 15 percent unsafe driving or speeding, five percent road and sidewalk conditions, and
two percent overgrown tree roots the impede visibility (see Figure 14). Juvenile crime and a
lack of police visibility or patrols were named as the biggest concern by six percent each, five
percent mentioned crime generally, and four percent mentioned robbery or muggings. No other

1ssue was named by more than two percent.

FIGURE 14:
PUBLIC SAFETY CONCERNS
(Includes Only Responses Over 2%; Open-ended responses Grouped)
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e Those with a positive impression of Torrance name road and sidewalk conditions, tree roots
the impede visibility, speeding and unsafe driving, and car traffic as their biggest public
safety concerns in larger numbers than those with a negative impression of Torrance (38% to
17%). Instead, these residents are more concerned about car theft (19% to 0%), a lack of

police visibility (16% to 6%), and sex crimes (8% to 1%).

e A lack of police visibility is a bigger concern to residents of less than five years (16%) than

longer-term residents (4%).
e College graduates are more concerned about traffic than those less educated (20% to 11%).

e Gangs and juvenile violence is named as the most serious public safety concern by more
residents in the 90277 (10%) and 90501 (19%) zip codes than 90503 (1%), 90504 (5%), or
90505 (2%). A lack of police visibility is a more salient concern in the 90504 zip code (11%)
than other zip codes (2% to 6% in other zip codes).

4.2 PERCEPTIONS OF SAFETY

More than nine in ten residents (93%) say they feel at least “somewhat” safe in their
neighborhood during the day (Table 3 illustrates the results). Just over seven in ten (72%) feel
“very safe.” Large proportions of all subgroups feel at least “somewhat” safe during the day in
their own neighborhood. Even nine in ten residents who give Torrance a negative rating as a

place to live feel at least “somewhat” safe during the day in their neighborhood.

Perception of safety is only slightly lower in a nearby park, with 86 percent feeling “very” (61%)
or “somewhat” (25%) safe during the day in this location. Similar proportions of all subgroups

analyzed feel safe in a nearby park during the day.
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Perception of safety is lower at night. While 72 percent still feel safe in their neighborhood at
night, the proportion feeling “very’ safe is half that during the day, with 35 percent giving this
response. Fourteen percent (14%) feel unsafe and 12 percent do not feel safe nor unsafe.
Women are slightly less likely to feel safe at night in their neighborhood than men (68% to
77%). Renters are also slightly less likely to feel safe than homeowners (61% to 78%), as are
non-college residents than college graduates (62% to 81%), and those living in the 90501 zip

code (51%) than other zip codes (69% to 77%).

Just six in ten (60%) feel safe at night in a nearby park, with only one-quarter (26%) feeling
“very” safe. Two in ten (21%) feel unsafe and 13 percent feel neither safe nor unsafe. Women
are also slightly less likely to feel safe in a nearby park at night than men (55% to 63%), as are
non-college residents than college graduates (51% to 66%), and those in the 90277 (47%) and
90501 (51%) zip codes than those in other zip codes (60% to 66%).

TABLE 3:
PERCEPTION OF SAFETY DURING THE DAY AND NIGHT

Item ‘save | Sate | sate | Nter | Guote | usate | DRNA
fi‘:lzggr tﬁ:ig:;”rh‘md 93% | 2% | 21% | 4% | 2% | 1% 0%
i?;gp&k Cf;;’se“ oyou | ge% | 61% | 25% | 6% | 4% | 1% 3%
f]‘;gyh‘z“r neighborhoodat 1 7p0r | 3500 | 37% | 12% | 8% | 6% 2%
fl’;gtﬁf parkclosesttoyouat | goor | 2605 | 3a% | 13% | 14% | 7% %
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FAIRBANK, MASLIN, MAULLIN & ASSOCIATES November 7-11, 2007
Interviewer Station
Time Began - _ Time Finished - ~_ Total Time

CITY OF TORRANCE RESIDENTS SURVEY
320-329A WFT
N=500

Hello, I'm from FMA, a public opinion research company. We're conducting a public opinion
survey about issues that interest residents of the City of Torrance. This survey is sponsored by the City of
Torrance to gather information for the Strategic Plan renewal. We are definitely not trying to sell anything,
or ask for a donation of any type. We are only interested in your opinions. May I speak with the youngest
adult in the household who is 18 years of age or older? (IF NOT AVAILABLE, ASK:) "May I speak to
another adult in the household?” (IF RESPONDENT REPLIES IN SPANISH OR JAPANESE, OR
DESIRES TO SPEAK IN SPANISH OR JAPANESE, FOLLOW THE ESTABLISHED PROCEDURE
FOR HANDING OFF TO A SPANISH OR JAPANESE SPEAKING INTERVIEWER.)

A. Do you live in the City of Torrance?

Yes 100%
No TERMINATE
(DON'T KNOW/NA) ------- TERMINATE

B. What is your zip code?

90277 (ASK Q.C) 8%
90278 (ASK Q.D) 1%
90501 (ASK Q.E) 16%
90503 (SKIP TO Q1)34%
90504 (SKIP TO Q1)18%
90505 (SKIP TO Q1)23%
Other TERMINATE
Don’t Know/NA ——---eeeemev TERMINATE

(ASK Q.C, IF ANSWERED ZIP CODE 90277 IN Q.B)
C. Do you live South of Pacific Coast Highway?

Yes (SKIP TO Q1) 100%
No TERMINATE
(DON'T KNOW/NA) ------- TERMINATE
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(ASK Q.D, IF ANSWERED ZIP CODE 90278 IN Q.B)

D. Do you live on any of the following streets: Burin, Kingsdale, Mansel or Grevillea?
Yes - (SKIP TO Q1) 100%
No TERMINATE

(DON'T KNOW/NA) ------- TERMINATE

(ASK Q.E IF ANSWERED ZIP CODE 90501 IN Q.B)
E. Do you live West of Western Avenue or East of Western Avenue?

West of

Western Avenue-——--- (SKIP TO Q1) 100%
East of Western Avenue --—--- TERMINATE
(DON'T KNOW/NA) ------- TERMINATE

(RESUME ASKING ALL RESPONDENTYS)
1. Generally speaking, how would you rate Torrance as a place to live: is it an excellent place to live, a

good place, just fair, or a poor place to live?

Excellent. 47%
Good 47%
Just fair 4%
Poor 1%
(DON'T KNOW/NA) 0%
2. (T) Next, I would like to know how good a place to live you feel the City of Torrance is for various

kinds of people. For each one I read you, please tell me whether you personally believe the City of
Torrance is “an excellent place to live,” “a good place to live” or “not a good place” for those
people to live. First, how good a place to live do you feel the City of Torrance is for.... (ROTATE)
REPEAT QUESTION AND A SCALE AS NEEDED.)

NOT A
EXCELLENT GOOD GOOD
PLACE PLACE PLACE (DK)

[ Ja.  Children under 12 years old 40% 51% 3% 5%
[ ]b. Teenagers 35% 52% 5% 8%
[ Jc.  Single adults 29% 58% 5% 8%
[ ]d.  Senior citizens and retirees —--38% 50% 6% 6%
[ Je. People from different ethnic backgrounds -------- 32% 58% 4% 5%
[]f.  Couples without children : -34% 58% 2% 6%
[ Jg. Families 42% 54 % 1% 3%

[ Jh. People with disabilities 24% 54 % 6% --——--——-- 17%
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3. Thinking about the next five years, do you think the quality of life in Torrance will get better, stay
the same or get worse? (IF BETTER/WORSE, ASK:) Is that much BETTER/WORSE or just
somewhat?
Much better 12%
Somewhat better 20%
Stay the same 44 %
Somewhat worse 15%
Much worse 4%
(DON'T KNOW/NA) 4%
4. Next, how would you rate the overall job being done by Torrance city government in providing

services to Torrance residents? Would you say City government is doing an excellent job, a good
job, a fair job or a poor job? (READ RESPONSES)

Excellent 15%
Good 51%
Fair 27 %
Poor 4%
(DON'T READ) DK/NA --------------——- 3%

5. (T) Now, I would like to read you some phrases that people might use to describe the City of

Torrance. For each phrase I read, please tell me whether you believe that phrase describes the City
of Torrance “very well,” “somewhat” or “not at all.” The first one is.. (REPEAT SCALE AS

NEEDED)
DESCRIBES
VERY DESCRIBES NOT
WELL SOMEWHAT AT ALL (DK
[ Ja. The retail shopping hub of the South Bay-------------- 54% 39% 4% 3%
[ 1b. A business-friendly city 49% 40% 5% 6%
[ Jc. A city that benefits from the ethnic
diversity of its population - 40% 45% -9% 6%

[ ]Jd. A city with a balance of residential,
industrial and business development 47 % 43 % 6% 4%
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6. (T) Now, I’'m going to read the same phrases again and ask you to think about what you personally
want to see the City of Torrance to be like in the year 2012. First, how much do you personally
want to see the City of Torrance be... (ROTATE) in the year 2012? Do you want that very much,
somewhat or not at all?

VERY SOME- NOT MDON'T (DK
MUCH WHAT AT ALLL CARE) NA)

(ROTATE)

[Ja. The retail shopping hub of .
the South Bay 36% 45% 11% 7% 1%

[]b. A business-friendly city 46% 44% 5% 2% 2%

[ Jc. A city that benefits from
the ethnic diversity of its :
population 49% 41% 5% 2% 3%

[1d. A city with a balance of
residential, industrial and
business development 49% 40% 8% 2% 1%

7. Next, I’d like to read you a list of issues in the City of Torrance. After each please tell me whether
you consider that issue to be extremely important, very important, somewhat important, or not too
important an issue at all.

NOT  (DON'T
EXT. VERY Sw TOO READ)
IMPORT IMPORT IMPORT IMPORT DK/NA

(ROTATE)

[ Ja. Affordable housing 34% 37% 17% 11% 1%

[ ]b. Traffic and congestion on local streets ------------ 39% 45% 13% 3% -- 0%

[ Je. Growth and development 22% 38% 29% 9% 2%

[ ]d. Polluted runoff that flows into the ocean
and onto local beaches 37% 41% 14% 6% 2%

[ Je. Global warming and climate change 29% 36% 18% - 15% - 3%

[]f.  Crime in general 39% 41% 16% 4% 1%

[]g. The condition of local streets 25% 45% 26% 3% 1%
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NOW I WOULD LIKE TO ASK YOU SOME MORE QUESTIONS ABOUT THE SERVICES

PROVIDED BY TORRANCE'S CITY GOVERNMENT.

I would like to read you a list of specific services provided by Torrance’s city government to
residents of the city. For each one that I mention, please tell me how important you think that service
is. We will use a scale of one to seven, where one means NOT AT ALL IMPORTANT and seven
means VERY IMPORTANT. If you have no opinion or don't know about a service I mention to

you, you can tell me that too. Here is the first one...

(ROTATE)

[ ]a.
[ ]b.
[ ]c.
[ 1d.
[ le.

[If.
[lg.

[1h

[ 1.

[ Ik.
LI

[ Im.

Police protection in your

Not at All Important

neighborhood
City recreational
opportunities and

programs
Removal of graffiti

Maintenance of local

streets and sidewalks
Landscaping on street
medians and other public

areas

Very Important DK
1 2 3 4 5 6 7 8

1% 1% ——2% -—3% — 12% — 15% — 66% — 0%

1% ——1% 4% 7% - 31% — 23% — 31% — 2%
2% 2% 4% —T% — 16% — 22% — 44% - 2%
1% 1% 4% 9% -— 21% - 26% - 39% - 0%

2% 3% -—12% — 16% — 24% —- 19% — 25% — 1%
4% 3% -—-11% — 16% - 26% — 19% — 19% — 2%

Tree trimming
Programs to retain,
expand, and attract

businesses to Torrance
Providing after-school
activities for young

people
Fire protection and

paramedic services

Library services

Animal control services
Emergency preparedness
Programs available for

seniors

3% ----4% —---T% ---14% - 23% - 21% -- 23% - 4%

3% 3% 3% 8% — 16% - 24% — 40% — 3%

1% 1% 1% 5% - 11% — 17% — 63% -— 2%
2% 2% 3% 5% — 20% — 25% - 42% — 2%
1% 2% 5% - 16% — 25% — 20% - 29% — 2%
1% 0% 3% 7% —— 17% — 23% — 45% — 3%

2% -—--1% —---4% ~--T% ---20% -- 24% -- 35% -—- 6%

MEAN

6.3

5.7

5.8

5.8

52
5.0

5.7

6.3
5.9
5.4
6.0

5.7
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Next, I am going to mention each service again. This time I would like you to tell me how satisfied
you are personally with the job that Torrance’s city government is doing in providing that service for
the City’s residents. Again, we will use a scale of one to seven, where one means NOT AT ALL
SATISFIED with the service and seven means you are VERY SATISFIED with the service. If you
have no opinion or don't know about a service or feature I mention, you can tell me that too. Here

Not at All Satisfied

Very Satisfied DK
1 2 3 4 5 6 7 8

19 2% ——-2% —-5% — 17% — 28% — 44% - 0%

0% 2% —-3% —9% - 27% - 28% - 26% — 5%
1% 2% 4% — 11% — 21% — 23% — 31% — 7%

2% 2% 1% - 15% - 29% — 25% - 20% — 0%

9.
is the first one...

(ROTATE)

[ 1a. Police protection in your
neighborhood

[ Ib.  City recreational
opportunities and
programs

[ Je. Removal of graffiti

[ Jd. Maintenance of local
streets and sidewalks

[ Je. Landscaping on street
medians and other public
areas

[ ]f.  Tree trimming

[ lg. Programs to retain,
expand, and attract
businesses to Torrance

[ Jh. Providing after-school
activities for young
people

[ ]i.  Fire protection and
paramedic services

[]j. Library services

[ Jk. Animal control services

[]l.  Emergency preparedness

[ Jm. Programs available for

seniors

1% 3% 6% — 13% — 30% — 30% — 16% — 1%
2% 3% —-9% — 14% — 26% — 25% — 18% — 4%

1% -—--5% —--T% ---12% --24% -- 21% -- 13% --16%

2% 2% 5% — 14% — 23% — 20% - 21% —13%

0% 1% ----2% 8% - 15% — 25% — 47% — 1%
1% 1% ~—-3% 6% — 20% — 29% — 38% — 3%
1% 2% 6% — 11% — 24% — 24% — 24% — 8%
1% 1% --3% — 11% — 22% — 21% — 28% —13%

2% 1% 3% —9% — 20% - 26% — 23% —16%

MEAN

6.0

5.6

5.6

52

5.0

5.3

6.0
5.9
5.4
5.6

5.6
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NOW I WOULD LIKE TO ASK YOU A FEW QUESTIONS ABOUT
PUBLIC SAFETY IN TORRANCE.

10.  First, what would you say is the most serious public safety problem in your neighborhood? (OPEN-
END, DO NOT READ LIST) (RECORD FIRST RESPONSE)

None/no problems 17%
Car traffic 16%
Speeding/unsafe driving 15%
Gangs/juvenile violence 6%
Lack of police visibility/patrols 6%
Road/sidewalk conditions 5%
Crime (unspecified) 5%
Robbery/muggings 4%
Trees/tree roots are overgrown/traffic visibility--------- 2%
Car theft 2%
Graffiti/vandalism 2%
Drugs/drug abuse 1%
Sex crimes/perverts 1%
Soil removal/construction areas 1%
Homeless people 1%
Refinery/air pollution 1%
Domestic violence 0%
Bicycle traffic 0%
(DON'T READ) DK/NA 9%
OTHER (SPECIFY BELOW) - 6%
11.  Next, how safe do you feel walking around during the day ? Do you feel safe or unsafe?

(IF SAFE/UNSAFE, ASK: “Is that very SAFE/UNSAFE or just somewhat?”) (READ L1ST)

(NEITHER (DK/
VERY SMWT SAFE SMWT VERY NO
SAFE SAFE NOR UNSAFE) UNSAFE UNSAFE OPIN.)
(ROTATE)
[Ja. In your neighborhood 72% 21% -- 4% 2% 1% 0%
[ ]b. In the park closest to you ------- 61%----—---- 25% 6% 4% 1% 3%
12.  How safe do you feel walking around at night ? Do you feel safe or unsafe? (IF

SAFE/UNSAFE, ASK: “Is that very SAFE/UNSAFE or just somewhat?”) (READ LIST)

(NEITHER (DK/
VERY SMWT SAFE SMWT VERY NO
SAFE SAFE NOR UNSAFE) UNSAFE UNSAFE OPIN.)
(ROTATE)
[Ja. Inyour neighborhood 35% 37% ----------- 12% 8% 6% 2%

[ Jb. In the park closest to you 26% 34 % --------—-- 13% - 14% 7% 7%
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NEXT, I WOULD LIKE TO ASK YOU ABOUT SOME ISSUES RELATED TO
THE QUALITY OF LIFE IN THE CITY OF TORRANCE.

13.  First I am going to mention some proposals that have been suggested to ease traffic in the City.
After each, please tell me whether you believe that proposal will help ease traffic a great deal,
somewhat, not too much or not at all?

NOT (DON’T
A GREAT SOME- TOO NOT AT READ)
DEAL WHAT MUCH ALL DK/NA
(ROTATE)
[Ja. Increasing the availability of public
transportation 33% 38% 14% 13% 2%
[ Jb. Creating projects that incorporate
mixed-land uses, such as offices,
commercial and residential adjacent
to public transit routes, such as bus
lines 23% 44 % 14% 14% 6%
[ Jc. Improving current bus routes to

better service local residents 37% 39% 10% 10% 5%

14.  Now, I would like to read you a list of words and phrases associated with different aspects of
development in the City of Torrance. For each one that I mention, please tell me which of the
following descriptions applies: “Not enough,” “Too much” or “Just right”. Here is the first one...

(DON’T

NOT JUST TOO READ)

ENOUGH RIGHT MUCH DK/NA

(ROTATE)

[]Ja. Housing 18% 53% 26% 2%
[ Ib. Retail stores 13% 70% 17 % 1%
[ Je. Restaurants 16% 73% 10% 0%
[ Jd. Entertainment opportunities 32% 60% 5% 3%
[ Je. Businesses 10% 73 % 15% 3%
[]Jf.  Industry 13% 70% 13% 4%

[]g. Medical services 25% 2% 3% 0%
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15.  In your opinion, what is the single most important thing the City of Torrance can do to improve city
services for the people who live and/or work in Torrance? (RECORD FIRST RESPONSE)

Traffic control 18%
Crime control 11%
None/nothing 8%
City council/mayor improvement/work together/listen to the people ---------—- 7%
Transportation improvement/more public transportation 6%
Zoning improvements/growth control 6%
Affordable housing 4%
Public services - more 4%
Education improvement/more/better schools 4%
Bus route/service improvement 3%
Road/street/sidewalk maintenance/repair 3%
Entertainment opportunities 1%
Businesses 1%
Medical services 1%
City maintenance/cleanup 1%
Tax control 1%
Homeless assistance 1%
Budget control 1%
Retail stores — 0%
Sidewalk/crosswalk repair/more pedestrian friendly 0%
Miscellaneous other mentions 5%
DK/NA/Refused 12%

| HERE ARE MY FINAL QUESTIONS. THEY ARE JUST FOR STATISTICAL PURPOSES.

16. (T) About how long have you lived in Torrance? (READ LIST)

Less than one year 5%
One to four years 12%
Five to ten years 23%
Ten to 20 years 23%
21 years or more 36%

(DON'T READ) Don't know/Refused - 0%
17. (T) Do you live in...? (READ LIST)

A detached single

family house or duplex 68%
An apartment 22%
A condominium 8%
Another kind of dwelling --------------—-- 2%

(DON'T READ) Refused/Don't know - 0%
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18.  (T) Do you own your home or do you rent it? .

Own 66%
Rent 34%
(DON'T READ) Refused/Don't know - 0%

19.  Are there any children under the age of 18 living in your household?

Yes 43%
No 57%
(DON’T READ) DK/NA -—----memme- 0%

20.  (T) What was the last level of school you completed?

Grades 1-8 1%
Grades 9-11 3%
High school graduate (12)-----—------—---- 20%
Some college/vocational ------------------ 15%
Vocational school/junior college --------- 6%
College graduate (4) 40%
Post-graduate work/

Professional school 14%
(DON'T READ) DK/Refused------------ 0%

21.  (T) With which ethnic group do you identify yourself? Are you Hispanic/Latino, Black/African
American, Japanese, Korean, a member of another Asian group, Caucasian or some other ethnic or
racial background? Isit....7

Hispanic/Latino 13%
African-American 2%
Japanese - 5%
Korean 2%
Another Asian group 8%
Caucasian/White 62 %
Other 5%

(DON’T READ) Refused 3%
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22.  (T) In what year were you born?

1989-1983 (18-24) 8%
1982-1978 (25-29) 8%
1977-1973 (30-34) 9%
1972-1968 (35-39) 12%
1967-1963 (40-44) 9%
1962-1958 (45-49) 10%
1957-1953 (50-54) 8%
1952-1948 (55-59) 9%
1947-1943 (60-64) 5%
1942-1933 (65-74) 9%
1932 or earlier (75 & over) ---—--------—--- 10%
(REFUSED/DK/NA) 3%

| THANK YOU VERY MUCH FOR YOUR TIME AND ATTENTION TO MY QUESTIONS.

Gender by observation: Male 48 %
Female 52%

Language by observation: English 96 %
Spanish 4%
Japanese 0%

Name Phone #

Address Date

City

Interviewer Rep #

Verified by Page #

FIPS DMA
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Opinion Research & Public Policy Analysis i

|
H

Santa Monica, CA — Oakland, CA — Madison, WI — Mexico City
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INTRODUCTION AND METHODOLOGY

From December 10", 2007 through January 6", 2008, Fairbank, Maslin, Maullin & Associates
(FMM&A) conducted a telephone-based survey of 300 City of Torrance businesses who have
40 or fewer employees." The sample was drawn randomly from a list of 2,570 businesses
holding a business license to operate in the City of Torrance. Businesses not located in the
City were excluded. Some questions were repeated from a September 1998 telephone-based
survey of 401 businesses in Torrance conducted by Flint Marketing Communications. The
report includes a comparison of results on these questions. Where applicable, results are also
compared to those of the Torrance Residence Survey conducted by FMM&A from November

7th through 11th, 2007 among 500 Torrance residents.>

The margin of error for the business survey as a whole is +/- 5.7 percent. The margin of
error for subgroups within the sample will be larger. Therefore, interpretation of the survey’s
findings for subgroups within the sample are more suggestive rather than definitive and should

be treated with a certain caution.

Below is an outline of the various sections of the report. Following the outline, a summary of
the findings is presented. The remaining portion of this report, consisting of five sections,

discusses the survey’s principal findings in more detail.

e Part 1 examines opinions of the City as a place to do business and the reasoning behind
business respondents’ view. It looks at opinions of the business climate now and in the

future.

' FMMA prepared the questionnaire in consultation with the City of Torrance staff.

2 The 500-respondent residents survey has a margin of error for the sample as a whole of +/-4.5 percentage points.
Fairhank,
Mastin,
Manllin &
Associafes
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e Part 2 describes business respondents’ views of services provided by local government for
businesses, including their overall perception of services and satisfaction with specific
services.  Ratings for the same services tested in 1998 are compared with the current
results. This section also looks at respondents’ opinions about how the City could improve

services for businesses located in Torrance and proposals for easing traffic congestion.

e Part 3 shows the proportion who have had contact with City government and their
impression of the building permitting and inspections, business licenses and zoning and

planning departments.

e Part 4 focuses on the future of their business, including their perception of its future

growth and their likelihood to remain doing business in Torrance.

e Part 5§ explores the use of the Internet by Torrance businesses, including what proportion

(if any) of their business is conducted online.

Full topline results of the survey are included at the end of the report as an appendix.

Fuairhynk,
Mastin,

Manlin &
Associaies



59

Torrance Business Satisfaction Study
December 2007-January 2008
Page 4

SUMMARY OF FINDINGS J

The survey results clearly show that Torrance businesses have a positive impression of the

business climate in the City, both now and in the future.

» More than nine in ten (93%) rate Torrance as an “excellent” (47%) or “good” (46%) place to

do business. (Section 1.1)

» The most cited reasons for believing Torrance is a good place to do business are that it is a
good location (35% giving this response) and has friendly and good customers (18%). Other
statements related to Torrance being an overall good community also are given as reasons for
believing that Torrance is a good place to do business, including considering it a nice area, a
clean city, a wealthy city, and having a low crime rate. Business respondents also cite
proximity to services and freeways and the variety of businesses as reasons for their positive

view. (Section 1.1)

> One-third (32%) believe the business climate in Torrance has improved in the last five years,
while 47 percent believe it has stayed the same. Just nine percent consider it worse.
However, even 74 percent of those who believe the business climate has gotten worse still

believe the City is a good place to do business. (Section 1.2)

> Nearly eight in ten respondents (78%) expect the business climate to get better (52%) or stay
the same (26%) in the next five years. Therefore there is an expectation for the business
environment to remain positive. Just nine percent see it as getting worse, despite news of an

impending recession in the press. (Section 1.2)

Fairbund,
Mastin,
Manllin &

Assaciares
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The City also gets high marks for providing services to businesses.

> Nearly two in three (65%) respondents give City government an “excellent” (15%) or “good”

(50%) review for providing services to businesses. (Section 2.1)

» Ratings for specific services are, on average, quite positive, with nearly all services receiving

‘61’5

mean ratings of 6.1 or greater on a 10-point scale (where indicates that the respondent is
not at all satisfied and “10” indicates the respondent is extremely satisfied), showing

respondents have a positive impression on average. (Section 2.2)

e The City gets the strongest reviews for providing emergency (8.3 average rating on a 10-

point scale) and crime prevention/law enforcement (8.0) service.

e Ratings are solid for “providing businesses with easy access to city policies, processes,
and permit related information on the Internet,” receiving an average rating of 7.4. This
is up significantly from an average rating of 6.0 in the 1998 study conducted by Flint

Marketing Communications.

e The City also gets strong ratings for infrastructure services, including maintaining the
public works infrastructure, including sidewalks, stormdrains, sewers, and watermains
(7.4) and maintaining safe streets, roads, and intersections (7.3). Ratings for providing
“good public transportation” (7.3, up from 6.6 in 1998) and “adequate parking” (6.8) are

also strong.

e Reviews are positive for “attracting new business to the city” (6.8) and “assuring the
availability of a skilled and educated local labor force” (6.8), but slightly lower for

“implementing an active business retention program” (6.1).
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e The City is fairly well-regarded for “maintaining local fees and taxes at reasonable

levels™ (6.6).

e Ratings are slightly weaker, however, for “involving the business community in city

planning and decision making processes” (6.3).

o The City receives it weakest ratings for “assuring the city will always have a variety of
homes at various price points for your employees” (5.7) and “reducing traffic congestion”

(5.6). However, even in these areas, ratings are more positive than negative on average.

» When asked what additional services businesses feel the City should be providing, 85 percent
could not come up with any. This goes further to show Torrance is meeting it’s business’

needs. (Section 2.2)

» Furthermore, when asked what the City could do to improve services for businesses in
Torrance, nearly four in ten could not come up with anything. No one improvement
dominated responses among those who made a suggestion. Suggestions included improved
traffic conditions (mentioned by 12%), lower taxes (8%), improved City to business relations
(6%), improved access to police protection (5%), synchronization of traffic lights (4%), and

better public transportation routes (4%). (Section 2.3)

» Respondents were asked to consider how much three proposals would help ease traffic in the
City. Approximately two-thirds of respondents believe that each would be at least
“somewhat” helpful, including increasing the availability of public transportation (66%),
creating mixed-land use projects adjacent to public transit routes (67%), and improving
current bus routes to better service employees and customers (69%). However, no one
proposal is perceived to help a “great deal” by more than one-third of respondents. The
reaction to each proposal among Torrance residents in the residence survey is nearly identical

to that of business respondents. (Section 2.4)
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» Respondents who have had direct contact with the City (48% of those surveyed) were asked
to rate the building permitting and inspections, business license and zoning and planning
departments. Among those who could rate the departments (39 percent of those survey), 83
percent give these areas an “excellent” (45%) or “good” (38%) rating. Just 17 percent have a

“fair” (14%) or “poor” (3%) impression. (Part 3)

» Consistent with the positive view of the business climate in Torrance, it is not surprising that
94 percent expect their business to remain in Torrance for the foreseeable future and 72
percent expect it to grow substantially over the next five years (unchanged from findings in
1998). Just six percent believe they will relocate out of Torrance in the next five years, citing

the cost of doing business as the top reason (39% giving this response). (Part 4
g p

» Half (49%) of respondents say that at least some business is conducted on the Internet, with
only 12 percent saying they their business conducts 75 to 100 percent of their business on the

Internet. (Part 5)

The remainder of this report presents the results in more detail.
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DETAILED RESULTS

PART 1: THE BUSINESS ENVIRONMENT IN TORRANCE

1.1 TORRANCE AS A PLACE TO DO BUSINESS

Torrance gets overwhelmingly positive reviews as a place to do business, with a nearly
unanimous 93 percent of business respondents giving Torrance an “excellent” (47%) or “good”
(46%) review in this regard (see Figure 1). Even 74 percent of the small group of respondents
who believe the business climate in Torrance has gotten worse in the last five years, nevertheless
have a positive impression of Torrance as a place to do business. Opinions are nearly equal
regardless of the number of years the business has been in operation in Torrance, position of the
respondent (owner, executive, or middle management), number of employees, and percentage of

business conducted on the Internet.

FIGURE 1:
RATINGS OF TORRANCE AS A PLACE TO DO BUSINESS

Excellent

Good |

TOTAL
7%

Just fair 6%}

Poor

k T T
0% 20% 40% 0%
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The results suggest that positive impressions of residents go hand in hand with positive
impressions of Torrance as a place to do business. In the survey conducted among residents, 94

percent said Torrance is an “excellent” (47%) or “good” (47%) place to live.

Just over one-third (35%) of those with a positive impression of Torrance as a place to do
business say they feel this way because it is a good location (when asked to state their view in
their own words). In a distant second, 18 percent cite the good customers and friendly people.
Other top responses include the good community (9%), low crime rate (9%), the success of their
business (9%), the variety of business (7%), that it is convenient to services (6%), and is a nice

area (6%). Figure 2 illustrates the results.

FIGURE 2:
Top Responses for Reasons Torrance is an Excellent/Good Place to do Business

(Responses given by 3% or more, open-ended grouped responses)

Good location |
Good/friendly people/customers
Good community |

Low crime

Do good business
Business variety |
Convenient to services [
Nice area |

Access to freeways

Wealth/money in area

- 93% of
Cleancity | 3% : Sample
Police responsive 3%
City is pro-business/easy for business to operate 3%
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Just 20 respondents rate Torrance as a “fair” or “poor” place to do business. Among these
respondents, fairly equal numbers cited restrictions on businesses (20%), businesses crammed
together (15%), the lack of parking (10%), and not enough foot traffic (10%) as the reason for

their view.

1.2 THE BUSINESS CLIMATE NOW AND IN THE FUTURE

One-third (32%) of respondents believe the business climate in Torrance has improved over the
last five years. Nearly half (47%) believe it has stayed the same. Just nine percent consider it
worse (74% of which still think it is a good place to do business) and 12 percent are uncertain
(see Figure 3). Middle managers who took the survey are far more likely to believe the business
climate has improved (43%) than owners (26%) or executives (22%). The proportion who
believe the business climate has improved rises with the size of the business, from 29 percent of
those with 11 or fewer employees, to 38 percent of those with 12 to 30 and 44 percent of those

with 30 to 40 employees.

FIGURE 3:
Rating of the Business Climate in Torrance
Over Last Five Years

Improved
Stayed the same - 147%

Gotten worse

Don’t know/NA 12%

0% 20% 40% 60%
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As shown in Figure 4, nearly eight in ten expect the business climate in Torrance to remain the
same (26%) or get better (52%) — a very positive finding given that 93 percent consider it to be
in excellent or good condition right now. Just nine percent anticipate the climate worsening
(13% are uncertain). This rating is similar to the perception of the quality of life in the future
expressed in the resident survey, where 32 percent see it as getting better in the next five years
and 44 percent believe it will stay the same (with 94% considering Torrance an excellent or good
place to live at this time). Slightly more residents have a negative perception of the future (19%
worse) than business respondents (9%), who are more undecided. In essence, the results show

that Torrance government is satisfying the needs of both its business and resident constituents.

As with perceptions of the current business climate, middle management is more optimistic
about the future, with 61 percent saying they believe the climate will get be better, compared to
49 percent of executives and 44 percent of business owners. Those who have been doing
business in Torrance for less than-a year are more optimistic about the future (73% better) than

those doing business for a year or more (approximately 51%).

FIGURE 4:
PERCEPTION OF THE BUSINESS CLIMATE IN THE NEXT FIVE YEARS

Much better TOTAL
Somewhat better 133%] 52%
Staythesame | 126%
Somewhat worse 8% |TOTAL
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PART 2: GOVERNMENT SERVICES TO BUSINESS

2.1 OVERALL PERCEPTION OF SERVICES

Nearly two-thirds (65%) of respondents give the City an “excellent” (15%) or “good” (50%)
rating for the job it is doing in providing services to Torrance businesses. While just under one-
quarter (23%) consider City government’s performance in this area “fair,” just two percent have

a “poor” impression (10% are uncertain). Figure 5 illustrates the results.

There are no notable trends in response based on subgroups analyzed. The ratings for providing
services to businesses are very similar to those given in the resident survey, where 66 percent of
residents gave the City an “excellent” (15%) or “good” (51%) review for providing services to
residents and 31 percent gave a “fair” (27%) or “poor” rating. Again, this shows the City is

meeting the needs of most residents and businesses in Torrance.

FIGURE §:
City Job Rating for Providing Services to Businesses

Excellent TOTAL
55%
Good 50%
Just fair . - 23%}TOTAL i
Poor 25%
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2.2 SATISFACTION WITH SPECIFIC BUSINESS ACTIVITIES PROVIDED BY CITY GOVERNMENT

Residents were asked to rate how satisfied they are with the City’s efforts in various areas to

“]!3

maintain a healthy business climate using a one to ten scale where a indicated the respondent
is not at all satisfied and a “10” indicated the respondent is “extremely” satisfied. In all areas,
ratings are above the mid-point, showing that more respondents are satisfied in each area than
not. In all areas other than home affordability for employees (5.7) and reducing traffic (5.6), the

City receives mean ratings of 6.1 or greater.

The City gets its strongest marks for emergency services. The average score for “providing
efficient emergency and disaster response services, such as for fire, medical emergencies, and
earthquakes” is 8.3 on the 10-point scale. In fact, 62 percent of respondents give a rating of eight
or greater, suggesting strong satisfaction. With an average rating of 8.0, residents are also
satisfied with the “high quality crime prevention and law enforcement services” they are
provided. Just under two-thirds, 64 percent, give the City an eight or higher rating in this area.
Both police protection and fire and paramedic services are the top rated services among Torrance

residents as well.

The City gets solid ratings for “maintaining the public works infrastructure including sidewalks,
storm drains, sewers, and watermains” (7.4, 52% eight or higher), “providing businesses with
easy access to city policies, processes, and permit related information on the Internet” (7.4, 42%
eight or higher), “maintaining safe streets, roads, and intersections” (7.3, 49%), and “providing

good public transportation” (7.3, 45%).

The City gets slightly lower, albeit still positive ratings, for “providing adequate parking” (6.8,
41%), “attracting new business to the city” (6.8, 32%), “assuring the availability of a skilled and
educated local labor force” (6.8, 32%), “maintaining local fees and taxes at reasonable levels”
(6.6, 32%), “involving the business community in city planning and decision making processes”
(6.3, 24%), and “implementing an active business retention program (6.1, 20%).
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The only areas to receive a rating of less than 6.1 are “assuring the city will always have a
variety of homes at various price points for your employees” (5.7, with 17% giving a rating of

eight or greater) and “reducing traffic congestion” (5.6, 21%).

In most cases, the same services were evaluated in the 1998’ (see Table 1). Ratings have
improved the most for “providing businesses with easy access to city policies, processes, and
permit related information on the Internet” (from 6.0 in 1998 to 7.4 currently) and “providing
good public transportation” (6.6 to 7.3). Ratings increased slightly for “assuring the availability
of a skilled and educated local labor force™ (6.2 to 6.8) and “attracting new business to the city”
(6.3 to 6.8). However, while ratings improved slightly for providing a skilled work force and
attracting new business, ratings were unchanged for “implementing an active business retention
program” (6.0 to 6.1). Ratings also did not change or changed insignificantly for other services
impacting business directly or indirectly, including “reducing traffic congestion” (5.8 to 5.6),
“providing high quality crime prevention and law enforcement” (8.0 to 8.0), “providing adequate
parking” (6.7 to 6.8), “maintaining safe streets, roads, and intersections” (7.1 to 7.3),
“maintaining the public works infrastructure including sidewalks, stormdrains, sewers, and
watermains” (7.0 to 7.4), “involving the business community in city planning and decision
making processes” (5.9 to 6.3), and maintaining local fees and taxes at reasonable levels”

(6.2 10 6.6).

’ The September 1998 study of 400 Torrance businesses was conducted by Flint Marketing Communications.
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TABLE 1:
Evaluation of Satisfaction with Specific Torrance City Services for Businesses
(Average rating where “1" = not at all satisfied and “10" = extremely satisfied)
(Ranked by 2007/2008 Mean Score)

Providing efﬁcientmerg ency and disaste response servies, such as for fire, 8.3 NA NA
medical emergencies and earthquakes

Providing high quality crime prevention and law enforcement services 8.0 8.0 0.0
Maintaining the public works infrastructure including sidewalks,st ormdrains, 74 7.0 +0.4
sewers, and watermains

Providing businesses with easy access to city policies, processes, and permit 74 6.0 1.4
related information on the Internet

Maintaining safe streets, roads and intersections 7.3 71 +0.2
Providing good public transportation 7.3 6.6 +0.7
Providing adequate parking 6.8 6.7 +0.1
Attracting new businesses to the city ‘ 6.8 6.3 +0.5
Assuring the availability ofa skilled and educated local labor force 6.8 6.2 +0.6
Maintaining local fees and taxes atr easonable levels 6.6 6.2 +0.4
Involving the business community in city planning and decision making processes 6.3 5.9 +0.4
Implementing an active business retention program 6.1 6.0 +0.1
Assuring the city will always have a variety of homes at various price points for 57 NA NA
your employees

Reducing traffic congestion 5.6 5.8 . -0.2

More than eight in ten respondents say that they cannot think of a service that is currently not
offered by the City that they would like to see offered to their business. Seventy-six percent
(76%) said none were needed and nine percent said they are uncertain, for a total of 85 percent.
Two percent each mentioned improved recycling and improved online services or advertising.

No other item was mentioned by more than one percent of respondents (see Figure 6).
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FIGURE 6:
Tor RESPONSES FOR SERVICES RESPONDENTS WOULD LIKE CITY OF TORRANCE TO OFFER

(Open-ended grouped first response)
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Traffic light timing |
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Other
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2.3 SUGGESTIONS FOR IMPROVING BUSINESS SERVICES IN TORRANCE

At the end of the survey, business respondents were asked to state the single most important
thing the City of Torrance can do to improve City services for businesses located in Torrance.
As Figure 7 shows, there is no dominant concern. In fact, 27 percent say there is nothing needed
to improve City services for business and another 10 percent are uncertain — adding up to nearly

four in ten expressing no concerns in this area.

Traffic-related improvements are the most mentioned (as they were in the resident survey), with
12 percent mentioning generally the need to improve traffic conditions, four percent believing
there should be improvements in traffic light synchronization and four percent also mentioning
the need to improve public transportation routes.* Other top concerns include lowering taxes and
fees (8%), improving business relations with the City (6%), improving commercial parking

(3%), and relaxing city rules and regulations (3%).

* Caution should be used in interpreting the comparatively high percentage of top of mind traffic improvement suggestions. A
small percentage of respondents were first asked this question after a series of transportation-related questions. Once it became
clear the transportation questions may have had an impact on their response to what is the single most important thing the City
could do to improve Ciiy services for businesses, it was decided to move the aforementioned question to before the
transportation-related questions.
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FIGURE 7:
ToPr SUGGESTIONS ON How CITY OF TORRANCE CAN IMPROVE CITY SERVICES

(Including top 2% responses, open ended grouped responses)
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2.4 SUGGESTIONS FOR IMPROVING TRAFFIC CONGESTION

Overall, business respondents are receptive to three ideas for easing traffic in the City (see
Figure 8). However, no more than one-third believe any one idea will help “a great deal.”
Overall, 69 percent believe “improving current bus routes to better service employees and
customers” will help “a great deal” (34%) or “somewhat” (35%). A statistically equal 67 percent
feel this way about “creating projects that incorporate mixed-land uses, such as offices,
commercial and residential adjacent to public transit routes such as bus lines” (29% “a great
deal” and 38% “somewhat”). Two-thirds (66%) also believe “increasing the availability of
public transportation” will help “a great deal” (33%) or “somewhat” (33%). These same three

proposals were tested in the resident survey, with little difference in results.
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FIGURE 8:
EFFECTIVENESS OF PROPOSALS TO EASE TRAFFIC

(Ranked by A Great Deal)
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Business respondents from the 90501 zip code are less likely to believe that increasing public
transportation will be helpful in easing traffic (53%) than those in other zip codes (67% to 75%).
Respondents who conduct half or more of their business on the Internet are also less likely to feel
this way (48%) than those who do not do business on the Internet (70%) or do less than half
(approximately 66%). Those with one (43%) or two (56%) employees are less likely to feel this
would help than those with three or more employees (65%.to 76%). Business owners who took
the survey are less likely to believe this proposal would be helpful (54%) than executives (71%)

or middle managers (74%).

Mixed-use transit-friendly development is seen as helpful to more respondents in the 90504 zip
code (83%) than any other in Torrance (61% to 70%)°. Those doing business in Torrance less
than one year (81%) and those with 30 to 40 employees (94%) also are more likely to feel this

way.

° The sample size in this zip code is 24 respondents, making the results statistically less reliable.
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Business owners who took the survey (58%) are less likely to feel improving current bus routes
would be helpful than executives (73%) or middle managers (77%) who took the survey. Just
one-third of the small group of those with one employee feel this proposal would be helpful,

compared to nearly two-thirds to three-fourths of those with more employees.

PART 3: CONTACT WITH CITY GOVERNMENT

Nearly half (48%) of the business respondents have had direet contact, either in person or by
telephone, with the City of Torrance (see Figure 9). There is little variation in direct contact by

the subgroups analyzed.
FIGURE 9:
DIRECT CONTACT WITH THE CITY

Yes
48%

DK/NA/ £
Refused
4%

No
48%

Of those who had direct contact with the building permitting and inspections, business licenses
or zoning and planning departments and could offer a rating (39 percent of the sample), just over
eight in ten (83%) give an “excellent” (45%) or “good” (38%) rating to these departments.
While 14 percent give a “fair” rating, just three percent have a negative view, for a total of 17

percent with a more negative impression (see Figure 10).
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FIGURE 10:

Very Favorable Opinions Among Those Who Rated City Services Received

Excellent 45%
cetien °ltoTal
83%
Good
Just fair
S TOTAL 39% of
i 79 Sample
Poor 3% J 17%
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9. Did your business have direct contactw ith one or more of the following city services: building permitting and inspections, business licenses and or zoning and planning? If
yes, would you say the service was excellent,go od, just fair,or p oor?

Among the small number who gave a “fair” or “poor” rating in this area (14% of the sample), 45

percent say that service could be improved by city staff being more friendly or service oriented.
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PART 4: FUTURE OF THEIR PERSONAL BUSINESS

Nearly three in four business respondents expect their business “to grow substantially over the
next five years,” with 72 percent saying this statement applies to their business. This result is
statistically unchanged from 1998 when 76 percent agreed with this statement® (see Figure 11).
The proportion feeling this way rises with the size of the business, with approximately seven in
ten of those with less than 12 employees giving this response, compared to 78 percent of those
with 12 to 30 and 83 percent of those with 31 to 40 employees. Middle managers taking the

survey are more likely to feel this applies (78%) than executives (71%) or owners (65%).

Also shown in Figure 11, nearly all (94%) expect their business to stay in Torrance “for the
foreseeable future (also statistically unchanged from 90% in 1998). Just six percent say they
expect their business to relocate out of the City in the next five years (down from 10% in 1998,
but statistically equal). Two in ten (19%) of those with only one employee in their business

gave this response in the current study.

FIGURE 11:
STATEMENTS ABOUT BUSINESS’ FUTURE IN TORRANCE
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¢ September 1998 study conducted by Flint Marketing Communications
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Among the six percent who believe their business will relocate out of Torrance in the next five
years, 39 percent say they would do so because the rent or cost of doing business is too high in
Torrance. This is up from the 14 percent giving this response in 1998. However, another 10
percent mentioned taxes being too high in 1998, putting the total mentioning the cost of doing
business at 24 percent. In the current study, one in ten (11%) say they would be moving to a
larger facility. Six percent say the restrictions on business or the business climate stands behind
their decisions to relocate. Another six percent each say they prefer other areas or are relocating
to be near family. These proportions are little changed from 1998. Figure 12 illustrates the

results.

FIGURE 12:

Top Responses for Why Business May Relocate out of Torrance
(Including top 6% responses, open ended grouped responses)
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PART 5: INTERNET RELIANCE

Half (49%) of business respondents say that at least some of their business is conducted on the
Internet. Among them, nearly three in ten (28%) say less than 10 percent of their business is
conducted on the Internet, while 28 percent say 10 to 25 percent of their business is online, 21
percent say 25 percent to 50 percent of their business is online and two in ten (19%) say more
than half of their business is done over the Internet (see Figure 13).  Those doing business in
Torrance for less than one year are more likely to say at least some of their business is conducted

on the Internet (58%) than those of longer duration (48%).

FIGURE 13:
Business Conducted on Internet
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FAIRBANK, MASLIN, MAULLIN & ASSOCIATES December 10, 2007-January 6, 2008
Interviewer Station
Time Began Time Finished Total Time

CITY OF TORRANCE BUSINESS SURVEY
320-329B FT
N=300

Hello, I'm from FMA, a public opinion research company. We're conducting a public opinion
survey about issues that concern businesses located in the City of Torrance. This survey is sponsored by the
City of Torrance to gather information for the Strategic Plan renewal. We are definitely not trying to sell
anything, or ask for a donation of any type. We are only interested in your opinions. May I speak with
someone who is at the executive or management level of your organization. Would that describe you? (IF
“NO,” ASK:) Can you refer me to the appropriate person?”

B. What ZIP Code is your business located in?

90277 2%
90278 0%
90501 23%
90503 30%
90504 8%
90505 37%
Other TERMINATE

Other/Don’t Know/NA ------ TERMINATE

1. Generally speaking, how would you rate Torrance as a place to do business: is it an excellent place
to do business, a good place, just fair, or a poor place to do business?

Excellent (ASK Q2) 47%
Good (ASK Q2) 46 %
Fair (ASK Q2) 6%
Poor (ASK Q2) 1%

(DON'T KNOW/NA) (SKIP TO Q3)- 0%
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(ASK Q2, IF CODES 1, 2, 3 OR 4 in Q1)
2. In your own words, why do you say that?

a. Excellent/Good

Good location : - ‘ 35%
Good/friendly people/customers - 18%
Good community -- 9%
Low crime -- -9%
Do good business---- 9%
Business variety ‘ - 7%
CONVENIENL 10 SETVICES -~ oo o e e 6%
Nice area o - - 6%
~Access to freeways 4%
Wealth/money in area - e 3%
Clean city - e 3%
Police responsive -- 3%
City is pro-business/easy for business to Operate --------=-=-=-==-m-mcmmmmmommmmooo 3%
Businesses support each other - Bt 1%
Reasonable rent cost - 1%
Airport close 1%
Mix of residences and businesses 1%
City administration helpful 1%
Nice weather 1%
Good parking 1%
Access/close to beach 1%
Other 13%
Don’t know 1%

b. Fair/Poor

Restrictions on businesses 20%
Businesses crammed together 15%
Additional parking spaces 10%
Not enough foot traffic 10%

Other 50%
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(RESUME ASKING ALL RESPONDENTS)
3. Thinking about the last five years in Torrance, would you say that overall, the business climate in

the city has improved, stayed the same, or gotten worse?

Improved ------ 32%
Stayed the same ---------------mmommememeeee 47 %
Gotten worse--- --- 9%

(DON’T READ) Don’t know/NA ------ 12%

4. Thinking about the next five years, do you think the business climate in the city will get better, stay
the same or get worse? (IF BETTER/WORSE, ASK:) [s that much BETTER/WORSE or just
somewhat?

Much better -- 19%
Somewhat better --------=-=-m-mmmmmmnoemas 33%
Stay the same 26%
Somewhat worse 8%
Much worse ---------=---mmmmmm e 1%

(DON’T READ) Don’t know/NA ------ 12%

5. Next, how would you rate the overall job being done by Torrance city government in providing
services to Torrance businesses? Would you say City government is doing an excellent job, a good
job, a fair job or a poor job? (READ RESPONSES)

Excellent------mmmmmmmmem oo 15%
Good 50%
Fair 23%
Poor 2%

(DON'T READ) DK/NA ------enmemeeev 10%
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NOW I WOULD LIKE TO ASK YOU SOME MORE QUESTIONS ABOUT THE SERVICES

PROVIDED BY TORRANCE'S CITY GOVERNMENT.

Now, I am going to read you a list of activities the city undertakes to maintain a healthy business
climate. For each one I read, please tell me how satisfied you are with the city’s efforts in that area.
Please use a scale from one to ten where “one” would mean you are “not satisfied at all” and “ten”
would mean you are “extremely satisfied.” For example, a rating of “five” would mean you are
“moderately satisfied.” First, on a scale from one to ten, how satisfied are you with the City of
Torrance efforts in...... (ROTATE)? Next,..... (REPEAT SCALE AS NECESSARY)

NOT SATISFIED EXTREMELY
AT ALL SATISFIED DK MEAN
1 2 3 4 5 6 71 8 9 10 11

(ROTATE)

[ ]a.

[1d.

[ le.

[If.

(T) Providing high

quality crime

prevention and law

enforcement services---------- 0%--0%---1%---2%--5%--6% --20% -27% -15%--22%-3% 8.0
Providing efficient

emergency and

disaster response

services, such as for

fire, medical

emergencies and

earthquakes 0%--0%--0%---0%---7% 5% --12% -20% -14%--28%-13% 8.3
(T) Maintaining

local fees and taxes

at reasonable levels ----------- 2%--2%--2%--3%--23% -8% --18% -16% --6% --10%-10% 6.6
(T) Maintaining safe

streets, roads and

intersections 1%--1%--2%--5%--13% 10% -19% -23% -11%--15%-0% 7.3
Assuring the city

will always have a

variety of homes at

various price points

for your employees------------ 3%--3%-—-6%--9%--23% 11% -13% --8% ---3% ---6% -14% 5.7
(T) Maintaining the

public works

infrastructure

including sidewalks,

stormdrains, sewers,

and watermains ---------------- 1%--1%---2%--3%--10% 12% -19% -26% -11%--15%-1% 7.4
(T) Reducing traffic

congestion 4% --5%--11%-10% -18% 13% -16% -13% --2% ---6% -2% 5.6
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NOT SATISFIED EXTREMELY
AT ALL SATISFIED DK
I 2 3 4 5 6 7 8 9 10 11
(ROTATE)
[ ]h. (T) Providing
adequate parking - 2%---3%--4%--6%--14% -T% --22% -21% --T% --13%- 2%

[ i (T) Attracting

new businesses to

the city 0%--1%--4%--3%-19% 10% -15% -17% --6% ---9% -16%
[ . (T) Assuring the

availability of a

skilled and educated

local labor force --------------- 0%-—-2%--2%---3%--17% 10% -18% -17% 6% ---9% -15%
[1k. (T) Involving the

business community

in city planning and

decision making

processes =3%---2%---3%--4%--17% 13% -14% -14% --3% ---1% -19%
[]I.  (T) Implementing

an active business

retention program ------------- 3%---3%--1%---5%-17% -9% --15% -13% --3% ---4% -28%
[ Im. (T) Providing

businesses with easy

access to city

policies, processes,

and permit related

information on the

Internet 1%---1%---2%--2%--10% -8% --14% -20% --T% --15%-21%
[ In. (T) Providing good

public transportation ---------- 1%--0%--1%---3%-13% -6% —-15% -21% -10%--14%-15%

MEAN

6.8

6.8

6.8

6.3

6.1

7.4

7.3
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7. Now, thinking a little more about the services provided to Torrance businesses, are there any other
services, not currently offered by the City, that your business would like to be offered? (IF A
SERVICE IS MENTIONED ASK:) “Are there any other services you would like provided?” (IF
NONE MENTIONED OR DONT KNOW MENTIONED THE FIRST TIME CODE NONE
MENTIONED ON SECOND MENTION) (CODE UP TO TWO SERVICES MENTIONED)

First Mention:

None needed, cant think of any -—-T76%
Improve recycling e 2%
Online services/advertising 2%
Improve parking ------------m-m oo 1%
None mentioned --- 1%
Traffic light timing - 1%
Student training programs 1%
Other 7%
Don’t know 8%
Second Mention:
None mentioned e -99%
Improve parking -- 0%
None needed, cant think of any ---------=--=--em oo 0%
Traffic light timing - --0%
Student training programs 0%
Improve recycling 0%
Online services/advertising 0%
Other 1%
Don’t know 0%

NOW I’D LIKE TO ASK YOU ABOUT YOUR EXPERIENCES WITH THE
CITY OF TORRANCE AND ITS EMPLOYEES.

8. In the past year, has your business had any direct contact, either in person or by telephone, with the
City of Torrance?
Yes (ASK Q9) 48 %
No (SKIP TO Q11) 49%

(DON'T READ) Don’t Know/NA/Refused (SKIP TO Q11) - 4%
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(ASK Q9, IF YES IN Q8)

9. Did your business have direct contact with one or more of the following city services: building
permitting and inspections, business licenses and or zoning and planning? (IF YES, ASK:)
Overall, how would you rate the service you received: Would you say the service was excellent,

good, just fair, or poor?

Excellent (SKIP TO Q11) --------------- 36%
Good (SKIP TO Q11)--------=--mmmmmmme- 31%
Fair (ASK Q10) 11%
Poor (ASK Q10) - 3%

(DON'T KNOW/NA) (SKIP TO Q11)19%

(ASK Q10, IF FAIR OR POOR IN Q9)

10. In your own words, how could the city improve the service?
City staff more customer friendly, service oriented 45%
Other e 50%
Don’t know 15%

(RESUME ASK ALL RESPONDENTS)
11. (T) I’'m going to read a few statements that could apply to your business. For each one that I read,
please tell me if that statement applies to your business or not. (ROTATE)

DOES NOT
APPLIES APPLY (DK)

a. I expect my business to grow

substantially over the next five years 72 % 26 % ---------m--m-- 2%
b. I expect my business to remain in the

City of Torrance for the foreseeable

future ' 94 % 4% 2%
c. I expect this business to relocate out

of the City of Torrance sometime in
the next five years 6%(ASK Q12) 90% 4%




87

FAIRBANK, MASLIN, MAULLIN & ASSOCIATES 320-329B FT PAGE 8

(ASK Q12 ONLY IF ANSWERED “Applies” TO Q11C. SKIP ALL OTHERS TO Q13)

12. (T) You indicated that your business may relocate out of the City of Torrance sometime in the next
five years. Would you tell me in a few words why that might be? (DO NOT READ CATEGORIES
BELOW)

Rent/cost of building/cost of doing business too high ---------- 39%
Restrictions/business climate 6%
Moving to larger facility 11%
Prefer other areas 6%
Relocate near family - 6%
(DK/NA) -- T - 0%
OTHER (SPECIFY BELOW) ------ 33%

(RESUME ASKING ALL RESPONDENTS)

13. Is any of your business conducted on the Internet?

Yes (ASK Q14) —------------nm-- -49%
No (SKIP TO BOX BEFORE Q15) -50%

(DON'T READ) DK/NA (SKIP TO BOX BEFORE Q15) -- 1%

(ASK Q14, IF YES IN Q13)
14. What percentage of your business is conducted on the Internet? (DO NOT READ CATEGORIES,

RECORD VERBATIM AND THEN CODE)

Less than 10 percent 28%
Ten to 25 percent 28%
Twenty-five to 50 percent 21%
Fifty to 75 percent ' 7%
Seventy-five to 100 percent 12%

(DON'T READ) No Answer/Refused 5%



88

FAIRBANK, MASLIN, MAULLIN & ASSOCIATES 320-329B FT PAGE 9

(RESUME ASKING ALL RESPONDENTS)

NEXT, I WOULD LIKE TO ASK YOU ABOUT SOME ISSUES RELATED
TO THE QUALITY OF LIFE IN THE CITY OF TORRANCE.

16. In your opinion, what is the single most important thing the City of Torrance can do to improve city
services for businesses located in Torrance? (RECORD FIRST RESPONSE)

Nothing, everything is fine 27%
Improve traffic conditions, flow 12%
Lower taxes 8%
City to business relations 6%
Improve access to police protection 5%
Synchronize traffic iights -- 4%
Improve public transportation routes 4%
Additional/better commercial parking : 3%
Relax city rules and regulations---- 3%
Advertising opportunities -- -- e 2%
Rent control 2%
Survey calls such as this 1%
Other == o 12%
Don’t know 10%
15. Next, I am going to mention some proposals that have been suggested to ease traffic in the City.

After each, please tell me whether you believe that proposal will help ease traffic a great deal,
somewhat, not too much or not at all?

NOT NOT (DONT

A GREAT SOME- TOO AT READ)
DEAL WHAT MUCH ALL DK/NA
(ROTATE)
[ ]Ja. Increasing the availability of
public transportation 33% 33% 20% 10% 4%

[ Ib. Creating projects that incorporate

mixed-land uses, such as offices,

commercial and residential

adjacent to public transit routes,

such as bus lines 29% - 38% 17% 11% 4%
[ Jc. Improving current bus routes to

better service employees and
customers - -=-34% ----m-mee-e- 35% 15% 7% 8%
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HERE ARE MY FINAL QUESTIONS. THEY ARE JUST FOR STATISTICAL PURPOSES. I

17. (T) How would you categorize your position in your company? Are you...?
The owner----- S — 36%
AT €XECULIVE - mmmmmmmmm oo mmemcmee e 21%
Middle management ----------==-----=~---- 43%
No answer-------- S 0%

18. (T) About how long has this business been located in the City of Torrance? (READ LIST)

One year or less 9%
More than one year but less than five years------------- 21%
Five to ten years 24 %
More than ten years 46 %
(DON'T READ) Don't know/Refused ------------------- 0%
19. (T) How many employees does this business have at its Torrance location?
(RECORD RESPONSE)
One ---------------- 7%
Two --13%
Three ------------ 13%
Four - - 11%
Five to eleven 30%
Twelve to thirty - 19%
Over 30 6%

(DON'T READ) No Answer/Refused-- 1%

20.  (T) Do you personally live in Torrance?

Yes --38%
No 62%
(DON'T READ) Refused ----------------- 0%

THANK YOU VERY MUCH FOR YOUR TIME AND ATTENTION TO MY QUESTIONS.

Gender by observation: Male : 48 %
Female 52%

Category of Business on File

Number of Employees on File
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PAGE 11

FAIRBANK, MASLIN, MAULLIN & ASSOCIATES 320-329B FT
Name Phone #

Address Date

City

Interviewer Rep #

Verified by Page #

FIPS DMA
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