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2024 City of Gaithersburg Community Survey 
Executive Summary 

Purpose  

ETC Institute administered a community survey to residents of the City of Gaithersburg during the 
summer of 2024. The purpose of the survey was to gather resident opinion and feedback about City 
priorities and the quality of programs and services.  This is the first survey ETC Institute has administered 
for the City of Gaithersburg.    

 
Methodology  
 

The seven-page survey, cover letter, and postage-paid return envelope were mailed to a random sample 
of households in Gaithersburg. The cover letter explained the purpose of the survey and gave residents 
the option of returning their survey by mail or completing it online.  Ten days after the surveys were 
mailed, ETC Institute sent a follow-up to households that received the survey to encourage participation.  
 
The goal was to obtain surveys from at least 400 residents. This goal was met, with a total of 401 
residents completing the survey.  The overall results for the sample of 401 households have a precision 
of at least +/-4.9% at the 95% level of confidence. 
 
This report contains: 
 

• An executive summary of the methodology for administering the survey and major findings,  
• charts showing the overall results for all questions on the survey 
• benchmarking data that show how the results compare to other communities, 
• Importance-Satisfaction analysis that determines priority actions for the City to address,  
• tables that show the results of the random sample for each question on the survey, 
• a copy of the survey instrument. 

 
The percentage of “don’t know” responses has been excluded from many of the charts shown in this 
report to facilitate valid comparisons of the results from the City with the results from other communities 
where ETC Institute has conducted a community survey. Since the number of “don’t know” responses 
often reflect the utilization and awareness of City services, the percentage of “don’t know” responses 
have been provided in the tabular data section of this report. When the “don’t know” responses have 
been excluded, the text of this report will indicate that the responses have been excluded with the 
phrase “who had an opinion.” 
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2024 City of Gaithersburg Community Survey 
Executive Summary 

Overall Ratings of the City 
 
Eighty-six percent (86%) of the residents surveyed, who had an opinion, rated the City of Gaithersburg 
as an “excellent” or “good” place to live; 75% rated the City as an “excellent” or “good” place to raise 
children, and 70% gave the City ratings of “excellent” or “good” as a place to work. 
 
Perceptions of the City 
 
Eighty-two percent (82%) of the residents surveyed, who had an opinion, gave the City ratings of 
“excellent” or “good” for overall quality of services provided by the City; 81% rated the City “excellent” 
or “good” for openness and acceptance of the community toward people of diverse backgrounds, and 
75% gave ratings of “excellent” or “good” for the quality of City-sponsored special events and festivals. 
 
Major Categories of City Services 
 
The major categories of City services that had the highest levels of satisfaction, based upon the combined 
percentage of “very satisfied” and “satisfied” responses among residents who had an opinion, were:  
quality of City parks and recreation programs and facilities (85%), quality of recycling, yard waste, bulky 
items collection (84%), quality of customer service from City employees (77%), quality of City buildings 
and facilities (75%), and quality of police services (74%). 
 
Based on the sum of their top three choices, the City services that residents thought should receive the 
most emphasis over the next two years were:  1) flow of traffic and ease of getting around within 
Gaithersburg, 2) maintenance of City streets, sidewalks, and infrastructure, and 3) effectiveness of 
economic development. 
 
Economic Development and Housing 
 
The economic development and housing services that had the highest levels of satisfaction, based upon 
the combined percentage of “very satisfied” and “satisfied” responses among residents who had an 
opinion, were:  diversity of existing retail, restaurant and other commercial businesses (57%), level of 
economic vitality throughout the City’s commercial areas (50%), availability of a variety of housing 
options (49%), and quality of new retail development (48%). 
 
Based on the sum of their top three choices, the economic development and housing services that 
residents thought should receive the most emphasis over the next two years were:  1) availability of 
affordable quality housing, 2) efforts to manage and plan for growth/development of the City, and 3) 
efforts to improve existing commercial areas and corridors. 
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2024 City of Gaithersburg Community Survey 
Executive Summary 

Maintenance 
 
The categories of maintenance that had the highest levels of satisfaction, based upon the combined 
percentage of “very satisfied” and “satisfied” responses among residents who had an opinion, were:  
snow removal on major City streets (87%), snow removal on neighborhood streets (81%), mowing and 
trimming along City streets and other public areas (76%), and maintenance of major City streets (76%). 
 
Based on the sum of their top three choices, the maintenance services that residents thought should 
receive the most emphasis over the next two years were:  1) maintenance of major City streets, 2) 
cleanliness of City streets and other public areas, and 3) maintenance of sidewalks in the City. 
 
Solid Waste 
 
The solid waste services that had the highest levels of satisfaction, based upon the combined percentage 
of “very satisfied” and “satisfied” responses among residents who had an opinion, were: curbside 
recycling services (87%) and yard waste (leaves, brush, etc.) removal services (85%). 
 
Based on the sum of their top two choices, the solid waste services that residents thought should receive 
the most emphasis over the next two years were:  1) curbside recycling services and 2) bulky item pickup 
services. 

Police Services 
 
The categories of police services that had the highest levels of satisfaction, based upon the combined 
percentage of “very satisfied” and “satisfied” responses among residents who had an opinion, were: how 
quickly police respond to emergencies (65%), overall quality of police services (59%), and visibility of 
police in neighborhoods (50%). 
 
Based on the sum of their top three choices, the police services that residents thought should receive 
the most emphasis over the next two years were:  1) the City’s efforts to prevent crime, 2) visibility of 
police in neighborhoods, and 3) visibility of police in commercial/retail areas. 

Perceptions of Safety 
 
Most residents (92%) who had an opinion felt “very safe” or “safe” in their neighborhood during the day; 
82% felt safe in commercial and retail areas during the day, and 76% felt safe overall in Gaithersburg. 
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2024 City of Gaithersburg Community Survey 
Executive Summary 

Code Enforcement 
 
The code enforcement services that had the highest levels of satisfaction, based upon the combined 
percentage of “very satisfied” and “satisfied” responses among residents who had an opinion, were: 
animal control (61%), enforcing exterior maintenance of business property (53%), and enforcing exterior 
maintenance of residential property (52%). 
 
Based on the sum of their top two choices, the code enforcement services that residents thought should 
receive the most emphasis over the next two years were:  1) enforcing clean-up of litter and debris on 
private property and 2) enforcing snow and ice removal on sidewalks. 
 
Transportation and Mobility 
 
The transportation and mobility services that had the highest levels of satisfaction, based upon the 
combined percentage of “very satisfied” and “satisfied” responses among residents who had an opinion, 
were:  availability of public parking (70%), ease of getting around within the City on roadways (68%), 
ease of getting around within the City on sidewalks/paths (61%), and availability of sidewalks (60%). 
 
Based on the sum of their top three choices, the transportation and mobility services that residents 
thought should receive the most emphasis over the next two years were:  1) how well traffic signals 
system provides for efficient travel, 2) ease of getting around within the City on roadways, and 3) 
availability of pathways for walking or biking. 
 
Parks and Recreation 
 
The parks and recreation services that had the highest levels of satisfaction, based upon the combined 
percentage of “very satisfied” and “satisfied” responses among residents who had an opinion, were:  
appearance and maintenance of City parks (88%), proximity of home to City parks and green spaces 
(88%), City sponsored special events (83%), quality of outdoor athletic fields (77%), and youth recreation 
opportunities (74%). 
 
Based on the sum of their top four choices, the parks and recreation services that residents thought 
should receive the most emphasis over the next two years were:  1) appearance and maintenance of 
City parks, 2) number of walking and biking trails, 3) City sponsored special events, and 4) variety of 
programs, classes and activities offered. 
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City Communications 

The City communications services that had the highest levels of satisfaction, based upon the combined 
percentage of “very satisfied” and “satisfied” responses among residents who had an opinion, were: 
ease of access to information about City programs and services (74%), usefulness of the City’s web page 
(69%), usefulness of inGaithersburg Magazine (67%), and the City’s efforts to inform about local issues 
(65%). 

The sources that residents used most to get information about the City were the City website (64%) and 
inGaithersburg Magazine (48%).  Multiple selections could be made for this question. 

Additional Findings 

 Forty-five percent (45%) of the residents surveyed indicated they have contacted the City with 
a question, problem, or complaint during the past 12 months.  Of those, 86% indicated it was 
“very easy” (59%) or “somewhat easy” (27%) to contact the person they needed to reach. Of 
the 45% who contacted the City during the past year, 92% indicated that employees were 
“always” or “usually” courteous and polite, and 85% felt the employees “always” or “usually” 
did what they said they would do in a timely manner.

 Residents were asked the most important factors impacting their decision to live in 
Gaithersburg.  The top answers were:  proximity to the Washington, D.C. region (46%), 
proximity to family or friends (34%), affordability of housing (31%), quality of the public school 
system (23%), and safety and security (21%).  Three selections could be made for this question. 
Based on the sum of their top three choices, the reasons for living in the City that respondents 
indicated should receive the most emphasis over the next two years were:  1) safety and 
security, 2) affordability of housing, and 3) quality of the public school system.

 The community issues that residents felt should be the City’s top priorities over the next two 
years were:  public safety (52%), affordable housing (47%), infrastructure maintenance (33%) 
and business attraction and retention (28%). Three selections could be made for this question.
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2024 City of Gaithersburg Community Survey 
Executive Summary 

How Gaithersburg Compares to Other Communities in the Atlantic Region 
 
Satisfaction ratings for the City of Gaithersburg rated above the Atlantic regional average in 37 of 
the 51 areas that were assessed.  The City rated significantly higher than the Atlantic regional 
average (difference of 5% or more) in 34 of these areas.  The table below shows how the City of 
Gaithersburg compares to the Atlantic regional average: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Service Gaithersburg
Atlantic 
Region Difference Category

Quality of customer service from City employees 77.4% 36.3% 41.1% Major Categories of Services
Quality of City parks & rec programs/facilities 84.8% 48.9% 35.9% Major Categories of Services
Openness & acceptance of community toward people of 
diverse backgrounds 81.3% 45.6% 35.7% Perceptions of the City
Snow removal on streets in your neighborhood 81.3% 45.7% 35.6% Maintenance Services
Bulky item pick up services 73.4% 41.7% 31.7% Solid Waste Services
Quality of services provided by the City 82.4% 51.6% 30.8% Perceptions of the City
Snow removal on major City streets 87.4% 58.3% 29.1% Maintenance Services
Yard waste (leaves, brush, etc.) removal services 85.1% 56.2% 28.9% Solid Waste Services
As a place to live 86.0% 58.0% 28.0% Ratings of the City
Value received for City taxes & fees 58.9% 31.1% 27.8% Perceptions of the City
Usefulness of the City's web page 69.3% 42.2% 27.1% City Communications
Leadership provided by City's elected officials 64.6% 37.8% 26.8% Perceptions of the City
Curbside recycling services 87.2% 62.5% 24.7% Solid Waste Services      y p g   
services 73.7% 50.0% 23.7% City Communications
Maintenance of City streets, sidewalks, & infrastructure 71.4% 48.2% 23.2% Major Categories of Services
Effectiveness of City communication with public 70.9% 48.1% 22.8% Major Categories of Services
Maintenance of streets in your neighborhood 72.9% 51.3% 21.6% Maintenance Services
Effectiveness of local government managers & appointed 
staff 62.3% 40.9% 21.4% Perceptions of the City
Enforcement of City codes and ordinances 58.0% 36.9% 21.1% Major Categories of Services
Maintenance of sidewalks in the City 70.5% 49.9% 20.6% Maintenance Services
Quality of recycling, yard waste, bulky items collection 83.8% 63.7% 20.1% Major Categories of Services
Cleanliness of City streets & other public areas 75.6% 55.6% 20.0% Maintenance Services
Maintenance of major City streets 76.0% 56.6% 19.4% Maintenance Services
Mowing & trimming along City streets/other public areas 78.3% 61.9% 16.4% Maintenance Services
Maintenance of City buildings and facilities 74.6% 58.3% 16.3% Maintenance Services
City's efforts to  inform about local issues 65.4% 51.2% 14.2% City Communications
Feeling of safety in your neighborhood during the day 91.7% 81.0% 10.7% Perceptions of Safety
Adequacy of City street lighting 69.1% 60.4% 8.7% Maintenance Services
Level of public involvement in local decision making 46.3% 37.7% 8.6% City Communications
As a place to work 70.2% 62.6% 7.6% Ratings of the City
As a place to raise children 74.6% 67.3% 7.3% Ratings of the City
Image or reputation of the City 71.8% 64.7% 7.1% Perceptions of the City
Appearance of the City 70.9% 63.9% 7.0% Perceptions of the City
Enforcing mowing & cutting of weeds & tall grass on 
private property 49.4% 44.3% 5.1% Code Enforcement
Overall feeling of safety in the City 75.5% 71.0% 4.5% Perceptions of Safety
Enforcing exterior maintenance of business property 52.9% 48.9% 4.0% Code Enforcement
Animal control 61.2% 57.8% 3.4% Code Enforcement
Feeling of safety in your neighborhood at night 69.7% 70.3% -0.6% Perceptions of Safety
Flow of traffic/ease of getting around 48.3% 49.1% -0.8% Major Categories of Services
Feeling of safety in City parks 59.9% 60.9% -1.0% Perceptions of Safety
Police-related education programs 48.2% 49.3% -1.1% Police Services
Overall quality of police services 58.9% 60.3% -1.4% Police Services
Enforcing exterior maintenance of residential property 51.5% 54.3% -2.8% Code Enforcement
As a place to visit 57.3% 61.3% -4.0% Ratings of the City
How quickly police respond to emergencies 65.2% 69.8% -4.6% Police Services
Enforcing clean-up of litter & debris on private property 45.8% 52.5% -6.7% Code Enforcement
As a place to retire 45.0% 55.1% -10.1% Ratings of the City
The City's efforts to prevent crime 43.6% 55.3% -11.7% Police Services
Enforcement of local traffic laws 46.4% 59.7% -13.3% Police Services
Visibility of police in neighborhoods 49.6% 64.5% -14.9% Police Services
Visibility of police in commercial/retail areas 47.0% 62.0% -15.0% Police Services

2024 City of Gaithersburg Community Survey:  Findings Report



 

ETC Institute (2024)                         Page viii 

  

2024 City of Gaithersburg Community Survey 
Executive Summary 

How Gaithersburg Compares to the National Average 

Satisfaction ratings for the City of Gaithersburg rated above the National average in 45 of the 51 
areas that were assessed.  The City rated significantly higher than the National average (difference of 
5% or more) in all 42 of these areas.  The table below shows how the City of Gaithersburg compares 
to the National average: 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Service Gaithersburg U.S. Difference Category
Quality of customer service from City employees 77.4% 39.4% 38.0% Major Categories of Services
As a place to live 86.0% 48.5% 37.5% Ratings of the City
Quality of City parks & rec programs/facilities 84.8% 49.2% 35.6% Major Categories of Services
Openness & acceptance of community toward people of 
diverse backgrounds 81.3% 46.2% 35.1% Perceptions of the City
Effectiveness of City communication with public 70.9% 36.9% 34.0% Major Categories of Services
Snow removal on streets in your neighborhood 81.3% 47.3% 34.0% Maintenance Services
Quality of services provided by the City 82.4% 49.0% 33.4% Perceptions of the City
Curbside recycling services 87.2% 55.6% 31.6% Solid Waste Services
Yard waste (leaves, brush, etc.) removal services 85.1% 53.8% 31.3% Solid Waste Services
Maintenance of City streets, sidewalks, & infrastructure 71.4% 40.5% 30.9% Major Categories of Services
Snow removal on major City streets 87.4% 58.1% 29.3% Maintenance Services
Quality of recycling, yard waste, bulky items collection 83.8% 55.1% 28.7% Major Categories of Services
Ease of access to information about City programs & 
services 73.7% 46.4% 27.3% City Communications
Usefulness of the City's web page 69.3% 42.4% 26.9% City Communications
Bulky item pick up services 73.4% 46.6% 26.8% Solid Waste Services
Leadership provided by City's elected officials 64.6% 38.4% 26.2% Perceptions of the City
Value received for City taxes & fees 58.9% 32.9% 26.0% Perceptions of the City
Maintenance of major City streets 76.0% 50.1% 25.9% Maintenance Services
Effectiveness of local government managers & appointed 
staff 62.3% 38.2% 24.1% Perceptions of the City
Maintenance of sidewalks in the City 70.5% 46.7% 23.8% Maintenance Services
Maintenance of streets in your neighborhood 72.9% 49.3% 23.6% Maintenance Services
Mowing & trimming along City streets/other public areas 78.3% 55.4% 22.9% Maintenance Services
Cleanliness of City streets & other public areas 75.6% 53.3% 22.3% Maintenance Services
City's efforts to  inform about local issues 65.4% 43.3% 22.1% City Communications
Maintenance of City buildings and facilities 74.6% 55.5% 19.1% Maintenance Services
Image or reputation of the City 71.8% 53.4% 18.4% Perceptions of the City
Enforcement of City codes and ordinances 58.0% 40.1% 17.9% Major Categories of Services
Appearance of the City 70.9% 54.7% 16.2% Perceptions of the City
As a place to raise children 74.6% 61.4% 13.2% Ratings of the City
As a place to work 70.2% 57.1% 13.1% Ratings of the City
Animal control 61.2% 48.6% 12.6% Code Enforcement
Level of public involvement in local decision making 46.3% 33.9% 12.4% City Communications
Police-related education programs 48.2% 37.2% 11.0% Police Services
Adequacy of City street lighting 69.1% 58.5% 10.6% Maintenance Services
Feeling of safety in your neighborhood during the day 91.7% 81.2% 10.5% Perceptions of Safety
Overall feeling of safety in the City 75.5% 66.0% 9.5% Perceptions of Safety
How quickly police respond to emergencies 65.2% 56.1% 9.1% Police Services
Feeling of safety in your neighborhood at night 69.7% 61.4% 8.3% Perceptions of Safety
Enforcing exterior maintenance of residential property 51.5% 44.1% 7.4% Code Enforcement
Enforcing exterior maintenance of business property 52.9% 46.3% 6.6% Code Enforcement
Overall quality of police services 58.9% 53.0% 5.9% Police Services
Feeling of safety in City parks 59.9% 54.6% 5.3% Perceptions of Safety
Flow of traffic/ease of getting around 48.3% 44.8% 3.5% Major Categories of Services
Enforcing mowing & cutting of weeds & tall grass on 
private property 49.4% 46.1% 3.3% Code Enforcement
Enforcing clean-up of litter & debris on private property 45.8% 45.1% 0.7% Code Enforcement
As a place to visit 57.3% 57.7% -0.4% Ratings of the City
Enforcement of local traffic laws 46.4% 49.6% -3.2% Police Services
Visibility of police in commercial/retail areas 47.0% 50.6% -3.6% Police Services
Visibility of police in neighborhoods 49.6% 54.1% -4.5% Police Services
The City's efforts to prevent crime 43.6% 48.6% -5.0% Police Services
As a place to retire 45.0% 51.6% -6.6% Ratings of the City

2024 City of Gaithersburg Community Survey:  Findings Report



 

ETC Institute (2024)                         Page ix 

  

2024 City of Gaithersburg Community Survey 
Executive Summary 

Investment Priorities 
 
Recommended Priorities. In order to help the City identify investment priorities, ETC Institute conducted 
an Importance-Satisfaction (I-S) analysis. This analysis examined the importance residents placed on 
each City service and the level of satisfaction with each service. By identifying services of high importance 
and low satisfaction, the analysis identified which services will have the most impact on overall 
satisfaction with City services. If the City wants to improve its overall satisfaction rating, the City should 
prioritize investments in services with the highest Importance Satisfaction (I-S) ratings. Details regarding 
the methodology for the analysis are provided in Section 3 of this report.  
 

Overall Priorities for the City by Major Category. This analysis reviewed the importance of and 
satisfaction with major City services. This analysis was conducted to help set the overall priorities for the 
City. Based on the results of this analysis, the major services that are recommended as the top priorities 
for investment in order to raise the City’s overall satisfaction rating are listed below:  
 

o Flow of traffic/ease of getting around within Gaithersburg (I-S Rating = 0.2538) 
o Effectiveness of economic development (I-S Rating = 0.1667) 
o Maintenance of City streets, sidewalks, and infrastructure (I-S Rating = 0.1236) 
o Efforts to conserve energy and protect the environment (I-S Rating = 0.1138) 

 
The table on the following page shows the Importance-Satisfaction rating for all 11 major City services 
that were rated. 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2024 City of Gaithersburg Community Survey:  Findings Report



 

ETC Institute (2024)                         Page x 

  

2024 City of Gaithersburg Community Survey 
Executive Summary 

 
 
 
 
 
 

2024 City of Gaithersburg Community Survey:  Findings Report



 

1 Charts and Graphs  

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 1



39%

47%

41%

20%

31%

25%

25%

22%

17%

14%

11%

46%

37%

36%

55%

44%

46%

46%

37%

42%

42%

38%

12%

10%

18%

23%

18%

17%

20%

31%

25%

28%

24%

3%

6%

4%

2%

7%

12%

9%

10%

17%

16%

28%

Quality of City parks & rec programs/facilities

Quality of recycling, yard waste, bulky items coll

Quality of customer service from City employees

Quality of City buildings and facilities

Quality of police services

Maintenance of City streets, sidewalks, & infrastr

Effectiveness of City communication with public

Efforts to conserve energy & protect environment

Enforcement of City codes and ordinances

Effectiveness of economic development

Flow of traffic/ease of getting around within Gait

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Q1. Satisfaction With Major Categories of City Services
by percentage of respondents (excluding don't knows)

Quality of recycling, yard waste, bulky items collection

Maintenance of City streets, sidewalks, & infrastructure

Flow of traffic/ease of getting around within Gaithersburg

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 2



49%

43%

38%

32%

28%

28%

23%

17%

8%

6%

5%

Flow of traffic/ease of getting around within Gait

Maintenance of City streets, sidewalks, & infrastr

Effectiveness of economic development

Quality of police services

Quality of City parks & rec programs/facilities

Efforts to conserve energy & protect environment

Enforcement of City codes and ordinances

Effectiveness of City communication with public

Quality of recycling, yard waste, bulky items coll

Quality of City buildings and facilities

Quality of customer service from City employees

0% 10% 20% 30% 40% 50% 60%

1st Choice 2nd Choice 3rd Choice

Q2. Major City Services That Should Receive the 
Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top three choices

Quality of recycling, yard waste, bulky items collection

Maintenance of City streets, sidewalks, & infrastructure

Flow of traffic/ease of getting around within Gaithersburg

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 3



28%

37%

34%

34%

25%

26%

17%

22%

25%

22%

19%

17%

55%

44%

41%

39%

48%

46%

54%

43%

38%

38%

40%

35%

16%

16%

22%

15%

17%

20%

18%

28%

29%

27%

25%

28%

1%

3%

3%

12%

10%

9%

11%

8%

9%

13%

16%

20%

Quality of services provided by the City

Openness & acceptance of community toward people o

Quality of City-sponsored special events & festiva

Quality of neighborhoods

Quality of natural environment in the City

Image or reputation of the City

Appearance of the City

Leadership provided by City's elected officials

Effectiveness of local government managers & appoi

Overall sense of community

Value received for City taxes & fees

Quality of commercial/shopping areas 

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

Excellent (5) Good (4) Neutral (3) Below Average/Poor (2/1)

Q3. Perceptions of the City
by percentage of respondents (excluding don't knows)

Effectiveness of local government managers & 
appointed staff

Openness & acceptance of community toward people
 of diverse backgrounds

Quality of City-sponsored special events & festivals

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 4



40%

36%

23%

16%

19%

46%

39%

47%

41%

26%

7%

17%

26%

27%

24%

7%

8%

4%

16%

31%

As a place to live

As a place to raise children

As a place to work

As a place to visit

As a place to retire

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

Excellent (5) Good (4) Neutral (3) Below Average/Poor (2/1)

Q4. Ratings of the City of Gaithersburg
by percentage of respondents (excluding don't knows)

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 5



 Q5. Have you contacted the City with a question, problem, 
or complaint during the past 12 months?

by percentage of respondents 
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 Q5. Have you contacted the City with a question, problem, 
or complaint during the past 12 months?

by percentage of respondents 
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Q5b. How easy was it to contact the person you 
needed to reach in the dept. you listed in Q5a?
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Always (5) Usually (4) Sometimes (3) Seldom/Never (2/1)

Q5c. How Often City Employees Exhibited 
the Following Behaviors

by percentage of respondents who contacted the City during the past 12 months (excluding don't knows)

They gave prompt, accurate, & complete answers 
to questions

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 8



Q6. Satisfaction with Economic Development and Housing
by percentage of respondents (excluding don't knows)

18%

9%

12%

11%

10%

9%

10%

13%

9%

6%

39%

41%

38%

37%

33%

33%

30%

27%

29%

20%

25%

32%

23%

29%

35%

36%

38%

37%

38%

29%

18%

18%

27%

24%

22%

21%

22%

23%

24%

45%

Diversity of existing retail, restaurant & other c

Level of economic vitality throughout City's comme

Availability of a variety of housing options

Quality of new retail development

Efforts to improve existing commercial areas & cor

Quality of new residential development

Efforts to attract new businesses to the City

Efforts to manage & plan for growth/development of

Ability to retain existing businesses in the City

Availability of affordable quality housing

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Diversity of existing retail, restaurant & other 
commercial businesses

Level of economic vitality throughout City's commercial areas

Efforts to improve existing commercial areas & corridors

Efforts to manage & plan for growth/development of the City
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47%

34%

33%

29%

28%

24%

23%

22%

19%

18%

Availability of affordable quality housing

Efforts to manage & plan for growth/development of

Efforts to improve existing commercial areas & cor

Availability of a variety of housing options

Quality of new retail development

Efforts to attract new businesses to the City

Ability to retain existing businesses in the City

Quality of new residential development

Diversity of existing retail, restaurant & other c

Level of economic vitality throughout City's comme

0% 10% 20% 30% 40% 50% 60%

1st Choice 2nd Choice 3rd Choice

Q7. Economic Development and Housing Services That 
Should Receive the Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top three choices

Efforts to manage & plan for growth/development of the City

Efforts to improve existing commercial areas & corridors

Diversity of existing retail, restaurant & other 
commercial businesses

Level of economic vitality throughout City's commercial areas
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38%

37%

27%

22%

27%

22%

29%

23%

24%

22%

50%

44%

52%

54%

49%

52%

44%

48%

46%

47%

10%

12%

15%

14%

15%

24%

14%

17%

19%

19%

3%

7%

7%

10%

10%

2%

13%

13%

12%

12%

Snow removal on major City streets

Snow removal on streets in your neighborhood

Mowing & trimming along City streets/other public 

Maintenance of major City streets

Cleanliness of City streets & other public areas

Maintenance of City buildings and facilities

Maintenance of streets in your neighborhood

Maintenance of sidewalks in the City

Tree trimming & urban forestry along City streets/

Adequacy of City street lighting

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

      Q8. Satisfaction with Maintenance Services
by percentage of respondents (excluding don't knows)

Tree trimming & urban forestry along City streets/
other public areas

Mowing & trimming along City streets/other
 public areas
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45%

44%

31%

31%

27%

27%

15%

14%

13%

13%

Maintenance of major City streets

Cleanliness of City streets & other public areas

Maintenance of sidewalks in the City

Adequacy of City street lighting

Tree trimming & urban forestry along City streets/

Maintenance of streets in your neighborhood

Snow removal on streets in your neighborhood

Mowing & trimming along City streets/other public 

Snow removal on major City streets

Maintenance of City buildings and facilities

0% 10% 20% 30% 40% 50% 60%

1st Choice 2nd Choice 3rd Choice

Q9. Maintenance Services That Should Receive the 
Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top three choices

Mowing & trimming along City streets/other
 public areas

Tree trimming & urban forestry along City streets/
other public areas
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48%

45%

40%

32%

39%

41%

34%

27%

9%

11%

12%

30%

4%

4%

15%

11%

Curbside recycling services

Yard waste (leaves, brush, etc.) removal services

Bulky item pick up services

Compost drop-off facilities

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Q10. Satisfaction with Solid Waste Services
by percentage of respondents (excluding don't knows)
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54%

44%

43%

23%

Curbside recycling services

Bulky item pickup services

Yard waste (leaves, brush, etc.) removal services

Compost drop-off facilities

0% 10% 20% 30% 40% 50% 60%

1st Choice 2nd Choice

Q11. Solid Waste Services That Should Receive the 
Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top two choices
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20%

14%

11%

18%

11%

11%

11%

45%

45%

39%

31%

36%

36%

33%

25%

32%

31%

42%

34%

29%

34%

9%

9%

20%

10%

19%

25%

22%

How quickly police respond to emergencies

Overall quality of police services

Visibility of police in neighborhoods

Police-related education programs

Visibility of police in commercial/retail areas

Enforcement of local traffic laws

The City's efforts to prevent crime

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Q12. Satisfaction with Police Services
by percentage of respondents (excluding don't knows)
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59%

45%

43%

30%

30%

26%

20%

The City's efforts to prevent crime

Visibility of police in neighborhoods

Visibility of police in commercial/retail areas

Enforcement of local traffic laws

How quickly police respond to emergencies

Overall quality of police services

Police-related education programs

0% 10% 20% 30% 40% 50% 60%

1st Choice 2nd Choice 3rd Choice

Q13. Public Safety Services That Should Receive the 
Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top three choices
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55%

34%

21%

27%

18%

11%

37%

48%

54%

43%

42%

41%

7%

16%

18%

18%

30%

30%

2%

2%

7%

13%

10%

19%

In your neighborhood during the day

In commercial and retail areas during the day

Overall feeling of safety in Gaithersburg

In your neighborhood at night

In City parks

In commercial and retail areas at night

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

Very Safe (5) Safe (4) Neutral (3) Unsafe (2/1)

Q14. Perceptions of Safety
by percentage of respondents (excluding don't knows)
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16%

13%

13%

15%

12%

13%

45%

40%

39%

36%

38%

33%

27%

37%

35%

33%

34%

32%

12%

10%

14%

16%

17%

22%

Animal control

Enforcing exterior maintenance of business propert

Enforcing exterior maintenance of residential prop

Enforcing snow & ice removal on sidewalks

Enforcing mowing & cutting of weeds & tall grass o

Enforcing clean-up of litter & debris on private p

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Q15. Satisfaction with Code Enforcement
by percentage of respondents (excluding don't knows)

Enforcing exterior maintenance of business property

Enforcing exterior maintenance of residential property

Enforcing mowing & cutting of weeds & tall grass 
on private property

Enforcing clean-up of litter & debris on private property
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45%

27%

25%

22%

21%

19%

Enforcing clean-up of litter & debris on private p

Enforcing snow & ice removal on sidewalks

Enforcing exterior maintenance of business propert

Enforcing exterior maintenance of residential prop

Animal control

Enforcing mowing & cutting of weeds & tall grass o

0% 10% 20% 30% 40% 50% 60%

1st Choice 2nd Choice

Q16. Code Enforcement Services That Should Receive
 the Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top two choices

Enforcing clean-up of litter & debris on private property

Enforcing exterior maintenance of residential property

Enforcing exterior maintenance of business property

Enforcing mowing & cutting of weeds & tall grass 
on private property
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18%

19%

15%

15%

19%

14%

13%

8%

51%

49%

46%

45%

37%

42%

42%

25%

21%

18%

23%

25%

29%

28%

22%

37%

9%

14%

15%

14%

15%

17%

23%

30%

Availability of public parking

Ease of getting around within City on roadways

Ease of getting around within City on sidewalks/pa

Availability of sidewalks

Availability of public transportation

How well traffic signal system provides for effici

Availability of pathways for walking or biking

Ease of travel by bicycle

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Q17. Satisfaction with Transportation and Mobility
by percentage of respondents (excluding don't knows)

How well traffic signal system provides for
 efficient travel

Ease of getting around within City on sidewalks/paths
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43%

42%

34%

33%

28%

27%

27%

18%

How well traffic signal system provides for effici

Ease of getting around within City on roadways

Availability of pathways for walking or biking

Ease of getting around within City on sidewalks/pa

Availability of public transportation

Availability of sidewalks

Availability of public parking

Ease of travel by bicycle

0% 10% 20% 30% 40% 50% 60%

1st Choice 2nd Choice 3rd Choice

Q18. Transportation and Mobility Services That Should 
Receive the Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top three choices

How well traffic signal system provides for efficient travel

Ease of getting around within City on sidewalks/paths
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by percentage of respondents (excluding don't knows)

34%

45%

40%

25%

31%

26%

26%

26%

32%

22%

23%

23%

27%

25%

23%

54%

43%

43%

52%

44%

47%

45%

45%

38%

45%

44%

42%

38%

38%

35%

9%

7%

14%

21%

23%

20%

25%

25%

27%

19%

20%

25%

32%

23%

33%

2%

5%

2%

3%

3%

7%

4%

5%

3%

14%

13%

9%

3%

14%

9%

Appearance and maintenance of City parks

Proximity of home to City parks & green spaces

City sponsored special events  

Quality of outdoor athletic fields

Youth recreation opportunities

Ease of registering for programs

Quality of arts & culture programs & activities

Variety of programs, classes & activities offered

Youth athletic programs

Number of walking and biking trails

Adult recreation opportunities

Fees charged for recreation programs

Quality of instructors and coaches

Older-adult recreation opportunities

Adult athletic programs

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Q19. Satisfaction with Parks and Recreation
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38%

34%

29%

27%

24%

21%

21%

19%

19%

17%

11%

10%

10%

9%

7%

Appearance and maintenance of City parks

Number of walking and biking trails

City sponsored special events  

Variety of programs, classes & activities offered

Older-adult recreation opportunities

Youth recreation opportunities

Adult recreation opportunities

Quality of arts & culture programs & activities

Proximity of home to City parks & green spaces

Fees charged for recreation programs

Youth athletic programs

Ease of registering for programs

Quality of outdoor athletic fields

Adult athletic programs

Quality of instructors and coaches

0% 10% 20% 30% 40% 50%

1st Choice 2nd Choice 3rd Choice 4th Choice

Q20. Parks and Recreation Services That Should Receive
 the Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top four choices
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Q22. Facilities That Households Have Visited or Used 
During the Past 12 Months

by percentage of respondents (multiple selections could be made)

77%

55%

28%

26%

23%

22%

14%

14%

12%

10%

9%

6%

A City park

Activity center at Bohrer Park

Arts Barn

Kentlands Mansion

Casey Community Center

Gaithersburg Waterpark at Bohrer Park

Mini Golf Course

Benjamin Gaither Center

Aquatic Center (at Gaithersburg Middle School)

Olde Towne or Robertson Youth Center

Community Museum

Skate Park

0% 20% 40% 60% 80% 100%
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27%

25%

23%

25%

22%

24%

14%

14%

47%

44%

43%

41%

41%

38%

32%

27%

17%

23%

27%

18%

28%

25%

32%

38%

9%

8%

7%

17%

9%

12%

22%

21%

Ease of access to information about City programs 

Usefulness of the City's web page - gaithersburg.g

Usefulness of the inGaithersburg Magazine

City's efforts to  inform about local issues

The quality of City newsletters

Ease of reporting a concern or asking a question o

Level of public involvement in local decision maki

Level of public involvement in City's budget proce

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

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (2/1)

Q23. Satisfaction with City Communications
by percentage of respondents (excluding don't knows)

Ease of access to information about City programs
 & services

Usefulness of the City's web page - gaithersburg.gov

Ease of reporting a concern or asking a question of 
City staff or officials

Level of public involvement in local decision making

Level of public involvement in City's budget process
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Q24. Sources That Respondents Use to Get Information 
About the City of Gaithersburg

by percentage of respondents (multiple selections could be made)

64%

48%

31%

27%

3%

City website

InGaithersburg Magazine

City eNewsletter

City Facebook, X (Twitter), or Instagram

City Cable Channel

0% 20% 40% 60%
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Q25. Most Important Factors Impacting Respondent’s 
Decision to Live in Gaithersburg

by percentage of respondents (three selections could be made)

46%

34%

31%

23%

21%

18%

18%

16%

13%

13%

13%

9%

8%

Proximity to Washington, DC Region

Near family or friends

Affordability of housing

Quality of public school system

Safety & security

Diversity of residents

Availability of parks & recreation activities

Employment opportunity

Access to quality health care

Availability of transportation options including p

Access to restaurants/entertainment

Availability of cultural activities & arts

Access to quality shopping

0% 10% 20% 30% 40% 50% 60%

Availability of transportation options including 
public transit
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42%

39%

35%

20%

19%

16%

15%

14%

13%

12%

9%

8%

6%

Safety & security

Affordability of housing

Quality of public school system

Availability of transportation options including p

Employment opportunity

Access to restaurants/entertainment

Availability of parks & recreation activities

Access to quality shopping

Access to quality health care

Availability of cultural activities & arts

Diversity of residents

Proximity to Washington, DC Region

Near family or friends

0% 10% 20% 30% 40% 50%

1st Choice 2nd Choice 3rd Choice

Q26. Reasons for Living in the City That Should Receive 
the Most Emphasis Over the Next Two Years

by percentage of respondents who selected the item as one of their top three choices

Availability of transportation options including 
public transit
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Q27. Community Issues That Should be the City’s Top 
Priorities Over the Next Two Years

by percentage of respondents (three selections could be made)

52%

47%

33%

28%

25%

24%

21%

12%

12%

9%

7%

Public Safety

Affordable Housing

Infrastructure Maintenance

Business Attraction & Retention

Social Services/Efforts to Alleviate Poverty

Retail/Commercial District Revitalization

Environmental Stewardship

Racial Equity, Diversity & Inclusion

Recreational/Cultural Amenities

Youth Outreach/Engagement

Voter Registration/Turnout

0% 10% 20% 30% 40% 50% 60%

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 29



Q28. Demographics:  Race/Ethnicity
by percentage of respondents (multiple selections could be made)

39%

25%

20%

16%

2%

1%

0%

1%

White or Caucasian

Hispanic, Spanish, or Latino/a/x

Asian or Asian Indian

Black or African American

Middle Eastern or North African

American Indian or Alaska Native

Native Hawaiian or other Pacific Islander

Another race

0% 10% 20% 30% 40% 50%

0.2%
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Yes
86%

No
14%

Q29. Demographics:  Is English the primary language 
spoken in your home?

by percentage of respondents (excluding “not provided”)
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Under age 10
11%

Ages 10-19
9%Ages 20-34

19%

Ages 35-54
26%

Ages 55-74
27%

Ages 75+
8%

Q30. Demographics:  Ages of Household Occupants
by percentage of persons in households
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Single family home
47%

Townhome
32%

Apartment/condo
21%

Other
1%

Q31. Demographics:  In what type of residence do 
you live?

by percentage of respondents (excluding “not provided”)
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Own
69%

Rent
31%

Q32. Demographics:  Do you own or rent your home?
by percentage of respondents (excluding “not provided”)
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5 years or less
24%

6 to 10 years
14%

11 to 15 years
11%

16 to 20 years
11%

21 to 30 years
17%

31+ years
24%

Q33. Demographics:  Number of Years Lived
in Gaithersburg

by percentage of respondents (excluding “not provided”)
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Man
49%

Woman
50%

Non-binary/Non-conform
1%

Q34. Demographics:  Gender
by percentage of respondents (excluding “prefer not to say”)

0.3% of respondents self-identified as transgender

Non-binary/Non-conforming
1%
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Yes
8%

No
92%

Q35. Demographics:  Do you identify as a member of the 
LGBTQ+ community?

by percentage of respondents (excluding “not provided”)
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Benchmarking Analysis 

Overview 
 

ETC Institute's DirectionFinder® program was originally developed in 1999 to help community leaders 
across the United States use statistically valid community survey data as a tool for making better 
decisions. Since November of 1999, the survey has been administered in more than 500 communities in 
50 states. Most participating communities conduct the survey on an annual or biennial basis. 
 
This report contains benchmarking data from two sources: (1) a national survey that was administered 
by ETC Institute during the summer of 2023 to a random sample of more than 10,000 residents across 
the United States and (2) a regional survey administered during the summer of 2023 to a random sample 
of residents living in the Atlantic Region of the United States; the Atlantic Region includes the states of 
North Carolina, Virginia, West Virginia, Maryland, Delaware, and the District of Columbia. 
 

Interpreting the Charts 
 

The charts on the following pages show how the overall results for Gaithersburg compare to the national 
and regional averages based on the results of the survey administered by ETC Institute during the 
summer of 2023.  The “National Average” shown in the charts reflects the overall results of ETC 
Institute’s national survey of more than 10,000 residents, and the “Atlantic Region” reflects the results 
of the survey of residents in the states listed above. 
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National Benchmarks
Note:  The benchmarking data contained in this report is 

protected intellectual property.  Any reproduction of
the benchmarking information in this report by persons 
or organizations not directly affiliated with the City of 

Gaithersburg is not authorized without written 
consent from ETC Institute
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Satisfaction with Major Categories of Services
Gaithersburg vs. Atlantic Region vs. U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied"

84.8%

83.8%

77.4%

71.4%

70.9%

58.0%

48.3%

48.9%

63.7%

36.3%

48.2%

48.1%

36.9%

49.1%

49.2%

55.1%

39.4%

40.5%

36.9%

40.1%

44.8%

Quality of City parks & rec programs/facilities

Quality of recycling, yard waste, bulky items coll

Quality of customer service from City employees

Maintenance of City streets, sidewalks, & infrastr

Effectiveness of City communication with public

Enforcement of City codes and ordinances

Flow of traffic/ease of getting around 

0.0% 20.0% 40.0% 60.0% 80.0% 100.0%

Gaithersburg Atlantic Region U.S.

Quality of recycling, yard waste, bulky 
items collection

Maintenance of City streets, sidewalks, 
& infrastructure
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Perceptions of the City
Gaithersburg vs. Atlantic Region vs. U.S.

82.4%

81.3%

71.8%

70.9%

64.6%

62.3%

58.9%

51.6%

45.6%

64.7%

63.9%

37.8%

40.9%

31.1%

49.0%

46.2%

53.4%

54.7%

38.4%

38.2%

32.9%

Quality of services provided by the City

Openness & acceptance of community toward people o

Image or reputation of the City

Appearance of the City

Leadership provided by City's elected officials

Effectiveness of local government managers & appoi

Value received for City taxes & fees

0.0% 20.0% 40.0% 60.0% 80.0% 100.0%

Gaithersburg Atlantic Region U.S.

Openness & acceptance of community toward 
people of diverse backgrounds

Effectiveness of local government managers &
 appointed staff

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied"
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86.0%

74.6%

70.2%

57.3%

45.0%

58.0%

67.3%

62.6%

61.3%

55.1%

48.5%

61.4%

57.1%

57.7%

51.6%

As a place to live

As a place to raise children

As a place to work

As a place to visit

As a place to retire

0.0% 20.0% 40.0% 60.0% 80.0% 100.0%

Gaithersburg Atlantic Region U.S.

Ratings of the City
Gaithersburg vs. Atlantic Region vs. U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was “excellent” and 1 was “poor”
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by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied"
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Satisfaction with Solid Waste Services
Gaithersburg vs. Atlantic Region vs. U.S.

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied"
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65.2%

58.9%

49.6%

48.2%

47.0%

46.4%

43.6%

69.8%

60.3%

64.5%

49.3%

62.0%

59.7%

55.3%

56.1%

53.0%

54.1%

37.2%

50.6%

49.6%

48.6%

How quickly police respond to emergencies

Overall quality of police services
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Police-related education programs

Visibility of police in commercial/retail areas

Enforcement of local traffic laws

The City's efforts to prevent crime
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by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very safe" and 1 was "very unsafe"
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by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied"

 Satisfaction with Code Enforcement
Gaithersburg vs. Atlantic Region vs. U.S.
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by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very satisfied" and 1 was "very dissatisfied"
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Importance-Satisfaction Analysis 
Overview 
 

Today, community leaders have limited resources which need to be targeted to activities that are of the 
most benefit to their citizens. Two of the most important criteria for decision making are (1) to target 
resources toward services of the highest importance to citizens; and (2) to target resources toward those 
services where citizens are the least satisfied. 
 

The Importance‐Satisfaction (I-S) rating is a unique tool that allows public officials to better understand 
both of these highly important decision-making criteria for each of the services they are providing. The 
Importance‐Satisfaction (I-S) rating is based on the concept that public agencies will maximize overall 
customer satisfaction by emphasizing improvements in those areas where the level of satisfaction is 
relatively low, and the perceived importance of the service is relatively high. 
 

The rating is calculated by summing the percentage of responses for items selected as the first, second, 
and third most important services for the City to emphasize over the next two years. The sum is then 
multiplied by 1 minus the percentage of respondents who indicated they were positively satisfied with 
the City’s performance in the related area (the sum of the ratings of 4 and 5 on a 5‐point scale excluding 
“N/A” responses). “N/A” responses are excluded from the calculation to ensure the satisfaction ratings 
among service categories are comparable.  
 

 
I-S Rating = Importance x (1‐Satisfaction) 

 
 
Example of the Calculation 
 

Respondents were asked to identify the major categories of City services that should receive the most 
emphasis over the next two years.  Nearly half (49.1%) of the respondent households selected “flow of 
traffic/ease of getting around within Gaithersburg” as one of the services that should receive the most 
emphasis over the next two years. 
 

With regard to satisfaction, 48.3% of respondents surveyed rated “flow of traffic/ease of getting around 
within Gaithersburg” as a “4” or “5” on a 5‐point scale (where “5” means “Very Satisfied”) excluding 
“don’t know” responses. The I‐S rating was calculated by multiplying the sum of the most important 
percentages by one minus the sum of the satisfaction percentages. In this example, 49.1% was multiplied 
by 51.7% (1‐0.483). This calculation yielded an I‐S rating of 0.2538, which ranked first out of eleven 
categories of City services analyzed.   
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Importance-Satisfaction Analysis 
 
The maximum rating is 1.00 and would be achieved when 100% of the respondents select an item as one 
of their top three choices of importance and 0% indicate they are positively satisfied with the delivery of 
the service. 
 
The lowest rating is 0.00 and could be achieved under either of the following two situations: 
 

• If 100% of the respondents were positively satisfied with the delivery of the service 
• If none (0%) of the respondents selected the service as one of the three most important 

areas. 
 

 
Interpreting the Ratings 
 

Ratings that are greater than or equal to 0.20 identify areas that should receive significantly more 
emphasis. Ratings from 0.10 to 0.20 identify service areas that should receive increased emphasis. 
Ratings less than 0.10 should continue to receive the current level of emphasis. 
 

• Definitely Increase Emphasis (I-S > 0.20) 
• Increase Current Emphasis (I-S = 0.10 - 0.20) 
• Maintain Current Emphasis (I-S < 0.10) 

 
Tables showing the results for the City of Gaithersburg are provided on the following pages. 
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Major Categories of City Services

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

Very High Priority (IS >.20)
Flow of traffic/ease of getting around within Gaithersburg 49% 1 48% 11 0.2538 1

High Priority (IS = .10-.20)
Effectiveness of economic development 38% 3 57% 10 0.1667 2
Maintenance of City streets, sidewalks, & infrastructure 43% 2 71% 6 0.1236 3
Efforts to conserve energy & protect environment 28% 6 59% 8 0.1138 4

Medium Priority (IS <.10)
Enforcement of City codes and ordinances 23% 7 58% 9 0.0983 5
Quality of police services 32% 4 74% 5 0.0819 6
Effectiveness of City communication with public 17% 8 71% 7 0.0501 7
Quality of City parks & rec programs/facilities 28% 5 85% 1 0.0432 8
Quality of City buildings and facilities 6% 10 75% 4 0.0154 9
Quality of recycling, yard waste, bulky items collection 8% 9 84% 2 0.0133 10
Quality of customer service from City employees 5% 11 77% 3 0.0115 11

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first, second, and third
most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."

© 2024 DirectionFinder by ETC Institute
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Economic Development and Housing

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

Very High Priority (IS >.20)
Availability of affordable quality housing 47% 1 26% 10 0.3495 1
Efforts to manage & plan for growth/development of the City 34% 2 40% 8 0.2013 2

High Priority (IS = .10-.20)
Efforts to improve existing commercial areas & corridors 33% 3 43% 5 0.1877 3
Quality of new retail development 28% 5 48% 4 0.1482 4
Availability of a variety of housing options 29% 4 49% 3 0.1472 5
Ability to retain existing businesses in the City 23% 7 37% 9 0.1452 6
Efforts to attract new businesses to the City 24% 6 40% 7 0.1436 7
Quality of new residential development 22% 8 42% 6 0.1279 8

Medium Priority (IS <.10)
Level of economic vitality throughout City's commercial areas 18% 10 50% 2 0.0915 9
Diversity of existing retail, restaurant & other commercial 
businesses 19% 9 57% 1 0.0804 10

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first, second, and third
most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Maintenance Services

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

High Priority (IS = .10-.20)
Maintenance of major City streets 45% 1 76% 4 0.1085 1
Cleanliness of City streets & other public areas 44% 2 76% 5 0.1078 2

Medium Priority (IS <.10)
Adequacy of City street lighting 31% 4 69% 10 0.0949 3
Maintenance of sidewalks in the City 31% 3 71% 8 0.0920 4
Tree trimming & urban forestry along City streets/other public 
areas 27% 5 70% 9 0.0827 5
Maintenance of streets in your neighborhood 27% 6 73% 7 0.0732 6
Maintenance of City buildings and facilities 13% 10 75% 6 0.0335 7
Mowing & trimming along City streets/other public areas 14% 8 78% 3 0.0312 8
Snow removal on streets in your neighborhood 15% 7 81% 2 0.0273 9
Snow removal on major City streets 13% 9 87% 1 0.0166 10

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first, second, and third
most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Solid Waste Services

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

High Priority (IS = .10-.20)
Bulky item pick up services 44% 2 73% 3 0.1162 1

Medium Priority (IS <.10)
Compost drop-off facilities 23% 4 59% 4 0.0916 2
Curbside recycling services 54% 1 87% 1 0.0690 3
Yard waste (leaves, brush, etc.) removal services 43% 3 85% 2 0.0635 4

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first and second
most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Police Services

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

Very High Priority (IS >.20)
The City's efforts to prevent crime 59% 1 44% 7 0.3322 1
Visibility of police in commercial/retail areas 43% 3 47% 5 0.2274 2
Visibility of police in neighborhoods 45% 2 50% 3 0.2273 3

High Priority (IS = .10-.20)
Enforcement of local traffic laws 30% 4 46% 6 0.1619 4
Overall quality of police services 26% 6 59% 2 0.1064 5
Police-related education programs 20% 7 48% 4 0.1046 6
How quickly police respond to emergencies 30% 5 65% 1 0.1030 7

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first, second, and third
most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Code Enforcement

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

Very High Priority (IS >.20)
Enforcing clean-up of litter & debris on private property 45% 1 46% 6 0.2434 1

High Priority (IS = .10-.20)
Enforcing snow & ice removal on sidewalks 27% 2 51% 4 0.1329 2
Enforcing exterior maintenance of business property 25% 3 53% 2 0.1173 3
Enforcing exterior maintenance of residential property 22% 4 52% 3 0.1052 4

Medium Priority (IS <.10)
Enforcing mowing & cutting of weeds & tall grass on private 
property 19% 6 49% 5 0.0961 5
Animal control 21% 5 61% 1 0.0823 6

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first and second
most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Transportation and Mobility

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

High Priority (IS = .10-.20)
How well traffic signal system provides for efficient travel 43% 1 56% 6 0.1900 1
Availability of pathways for walking or biking 34% 3 55% 7 0.1523 2
Ease of getting around within City on roadways 42% 2 68% 2 0.1328 3
Ease of getting around within City on sidewalks/paths 33% 4 61% 3 0.1280 4
Availability of public transportation 28% 5 56% 5 0.1241 5
Ease of travel by bicycle 18% 8 33% 8 0.1182 6
Availability of sidewalks 27% 6 60% 4 0.1088 7

Medium Priority (IS <.10)
Availability of public parking 27% 7 70% 1 0.0818 8

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first, second, and third
most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."
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2024 Importance-Satisfaction Rating
City of Gaithersburg
Parks, Recreation and Cultural Services

Category of Service
Most 

Important %

Most 
Important 

Rank Satisfaction %
Satisfaction 

Rank

Importance-
Satisfaction 

Rating I-S Rating Rank

High Priority (IS = .10-.20)
Number of walking and biking trails 34% 2 67% 10 0.1129 1

Medium Priority (IS <.10)
Older-adult recreation opportunities 24% 5 63% 14 0.0876 2
Variety of programs, classes & activities offered 27% 4 71% 8 0.0785 3
Adult recreation opportunities 21% 7 67% 11 0.0698 4
Fees charged for recreation programs 17% 10 65% 12 0.0578 5
Quality of arts & culture programs & activities 19% 8 71% 7 0.0568 6
Youth recreation opportunities 21% 6 74% 5 0.0535 7
City sponsored special events  29% 3 83% 3 0.0489 8
Appearance and maintenance of City parks 38% 1 88% 1 0.0447 9
Adult athletic programs 9% 14 58% 15 0.0370 10
Youth athletic programs 11% 11 70% 9 0.0329 11
Ease of registering for programs 10% 12 73% 6 0.0272 12
Quality of instructors and coaches 7% 15 65% 13 0.0242 13
Proximity of home to City parks & green spaces 19% 9 88% 2 0.0232 14
Quality of outdoor athletic fields 10% 13 77% 4 0.0232 15

Note:  The I-S Rating is calculated by multiplying the "Most Important" % by (1-'Satisfaction' %)

Most Important %: The "Most Important" percentage represents the sum of the first, second, third, and
fourth most important responses for each item.  Respondents were asked to identify the
items they thought should be the City's top priorities.

Satisfaction %: The "Satisfaction" percentage represents the sum of the ratings 10, 9, 8, and 7 excluding
don't knows.'  Respondents ranked their level of satisfaction with each of the items on a
scale of 10 to 0, with 10 being "Excellent" and 0 being "Poor."
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Q1. Major Categories of City Services. Please rate your overall satisfaction with major categories of services 
provided by the City of Gaithersburg on a scale of 1 to 5, where 5 means "Very Satisfied" and 1 means "Very 
Dissatisfied." 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q1-1. Overall quality of police 
services 27.2% 38.7% 16.2% 5.7% 0.7% 11.5% 
 
Q1-2. Overall quality of City 
parks & recreation programs & 
facilities 38.4% 44.9% 11.7% 2.0% 1.2% 1.7% 
 
Q1-3. Overall maintenance of 
City streets, sidewalks, & 
infrastructure 24.7% 45.6% 16.7% 8.7% 2.7% 1.5% 
 
Q1-4. Overall enforcement of 
City codes & ordinances 14.0% 35.2% 21.4% 10.5% 3.7% 15.2% 
 
Q1-5. Overall effectiveness of 
economic development 12.5% 36.7% 24.2% 11.5% 2.0% 13.2% 
 
Q1-6. Overall quality of customer 
service you receive from City 
employees 34.2% 29.9% 15.2% 2.7% 0.7% 17.2% 
 
Q1-7. Overall effectiveness of 
City communication with the 
public 23.2% 43.1% 19.0% 7.5% 0.7% 6.5% 
 
Q1-8. Overall quality of recycling, 
yard waste, bulky items 
collection 42.6% 33.7% 9.0% 4.2% 1.5% 9.0% 
 
Q1-9. Overall efforts to conserve 
energy & protect the environment 18.0% 30.2% 25.4% 6.2% 1.5% 18.7% 
 
Q1-10. Overall flow of traffic & 
ease of getting around within 
Gaithersburg 10.5% 36.9% 23.2% 19.5% 8.2% 1.7% 
 
Q1-11. Overall quality of City 
buildings & facilities 17.2% 47.1% 19.7% 0.7% 0.7% 14.5% 
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WITHOUT “DON’T KNOW” 
Q1. Major Categories of City Services. Please rate your overall satisfaction with major categories of services 
provided by the City of Gaithersburg on a scale of 1 to 5, where 5 means "Very Satisfied" and 1 means "Very 
Dissatisfied." (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q1-1. Overall quality of 
police services 30.7% 43.7% 18.3% 6.5% 0.8% 
 
Q1-2. Overall quality of City 
parks & recreation programs & 
facilities 39.1% 45.7% 11.9% 2.0% 1.3% 
 
Q1-3. Overall maintenance of 
City streets, sidewalks, & 
infrastructure 25.1% 46.3% 17.0% 8.9% 2.8% 
 
Q1-4. Overall enforcement of 
City codes & ordinances 16.5% 41.5% 25.3% 12.4% 4.4% 
 
Q1-5. Overall effectiveness of 
economic development 14.4% 42.2% 27.9% 13.2% 2.3% 
 
Q1-6. Overall quality of 
customer service you receive 
from City employees 41.3% 36.1% 18.4% 3.3% 0.9% 
 
Q1-7. Overall effectiveness of 
City communication with the 
public 24.8% 46.1% 20.3% 8.0% 0.8% 
 
Q1-8. Overall quality of 
recycling, yard waste, bulky 
items collection 46.8% 37.0% 9.9% 4.7% 1.6% 
 
Q1-9. Overall efforts to 
conserve energy & protect the 
environment 22.1% 37.1% 31.3% 7.7% 1.8% 
 
Q1-10. Overall flow of traffic & 
ease of getting around within 
Gaithersburg 10.7% 37.6% 23.6% 19.8% 8.4% 
 
Q1-11. Overall quality of City 
buildings & facilities 20.1% 55.1% 23.0% 0.9% 0.9% 
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Q2. Which THREE of the major categories of City Services should receive the MOST EMPHASIS from City 
leaders over the next TWO YEARS? 
 
 Q2. Top choice Number Percent 
 Overall quality of police services 76 19.0 % 
 Overall quality of City parks & recreation programs & facilities 32 8.0 % 
 Overall maintenance of City streets, sidewalks, & infrastructure 62 15.5 % 
 Overall enforcement of City codes & ordinances 25 6.2 % 
 Overall effectiveness of economic development 42 10.5 % 
 Overall quality of customer service you receive from City 
    employees 7 1.7 % 
 Overall effectiveness of City communication with the public 16 4.0 % 
 Overall quality of recycling, yard waste, bulky items collection 5 1.2 % 
 Overall efforts to conserve energy & protect the environment 34 8.5 % 
 Overall flow of traffic & ease of getting around within 
    Gaithersburg 77 19.2 % 
 Overall quality of City buildings & facilities 8 2.0 % 
 None chosen 17 4.2 % 
 Total 401 100.0 % 
 
   
 
 
 
Q2. Which THREE of the major categories of City Services should receive the MOST EMPHASIS from City 
leaders over the next TWO YEARS? 
 
 Q2. 2nd choice Number Percent 
 Overall quality of police services 28 7.0 % 
 Overall quality of City parks & recreation programs & facilities 37 9.2 % 
 Overall maintenance of City streets, sidewalks, & infrastructure 67 16.7 % 
 Overall enforcement of City codes & ordinances 38 9.5 % 
 Overall effectiveness of economic development 49 12.2 % 
 Overall quality of customer service you receive from City 
    employees 3 0.7 % 
 Overall effectiveness of City communication with the public 27 6.7 % 
 Overall quality of recycling, yard waste, bulky items collection 10 2.5 % 
 Overall efforts to conserve energy & protect the environment 43 10.7 % 
 Overall flow of traffic & ease of getting around within 
    Gaithersburg 67 16.7 % 
 Overall quality of City buildings & facilities 5 1.2 % 
 None chosen 27 6.7 % 
 Total 401 100.0 % 
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Q2. Which THREE of the major categories of City Services should receive the MOST EMPHASIS from City 
leaders over the next TWO YEARS? 
 
 Q2. 3rd choice Number Percent 
 Overall quality of police services 24 6.0 % 
 Overall quality of City parks & recreation programs & facilities 45 11.2 % 
 Overall maintenance of City streets, sidewalks, & infrastructure 44 11.0 % 
 Overall enforcement of City codes & ordinances 31 7.7 % 
 Overall effectiveness of economic development 63 15.7 % 
 Overall quality of customer service you receive from City 
    employees 11 2.7 % 
 Overall effectiveness of City communication with the public 26 6.5 % 
 Overall quality of recycling, yard waste, bulky items collection 18 4.5 % 
 Overall efforts to conserve energy & protect the environment 35 8.7 % 
 Overall flow of traffic & ease of getting around within 
    Gaithersburg 53 13.2 % 
 Overall quality of City buildings & facilities 12 3.0 % 
 None chosen 39 9.7 % 
 Total 401 100.0 % 
 
   
 
 
 
SUM OF TOP 3 CHOICES 
Q2. Which THREE of the major categories of City Services should receive the MOST EMPHASIS from City 
leaders over the next TWO YEARS? (top 3) 
 
 Q2. Sum of top 3 choices Number Percent 
 Overall quality of police services 128 31.9 % 
 Overall quality of City parks & recreation programs & facilities 114 28.4 % 
 Overall maintenance of City streets, sidewalks, & infrastructure 173 43.1 % 
 Overall enforcement of City codes & ordinances 94 23.4 % 
 Overall effectiveness of economic development 154 38.4 % 
 Overall quality of customer service you receive from City 
    employees 21 5.2 % 
 Overall effectiveness of City communication with the public 69 17.2 % 
 Overall quality of recycling, yard waste, bulky items collection 33 8.2 % 
 Overall efforts to conserve energy & protect the environment 112 27.9 % 
 Overall flow of traffic & ease of getting around within 
    Gaithersburg 197 49.1 % 
 Overall quality of City buildings & facilities 25 6.2 % 
 None chosen 17 4.2 % 
 Total 1137 
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Q3. Perceptions of the City. Please rate your satisfaction with each of the following items that may influence 
your perception of the City of Gaithersburg on a scale of 1 to 5, where 5 means "Very Satisfied" and 1 means 
"Very Dissatisfied." 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q3-1. Overall quality of services 
provided by City 26.9% 52.6% 15.7% 1.2% 0.0% 3.5% 
 
Q3-2. Overall image or reputation 
of City 25.2% 44.4% 19.0% 6.5% 2.0% 3.0% 
 
Q3-3. Overall appearance of City 17.0% 52.4% 17.7% 10.0% 0.7% 2.2% 
 
Q3-4. Overall quality of your 
neighborhood 32.7% 38.4% 14.7% 9.0% 2.7% 2.5% 
 
Q3-5. Overall quality of natural 
environment in City 23.7% 46.6% 16.5% 8.2% 1.5% 3.5% 
 
Q3-6. Overall quality of 
commercial/shopping areas in 
City 16.5% 33.9% 27.2% 16.2% 3.7% 2.5% 
 
Q3-7. Overall quality of City- 
sponsored special events & 
festivals 30.4% 37.4% 20.0% 2.7% 0.2% 9.2% 
 
Q3-8. Overall sense of community 20.9% 36.2% 25.9% 10.5% 1.7% 4.7% 
 
Q3-9. Openness & acceptance of 
the community toward people of 
diverse backgrounds 35.4% 42.6% 15.2% 1.7% 1.0% 4.0% 
 
Q3-10. Leadership provided by 
City of Gaithersburg elected 
officials 19.5% 37.9% 24.7% 4.7% 2.0% 11.2% 
 
Q3-11. Effectiveness of local 
government managers & 
appointed staff 20.2% 30.9% 23.9% 5.2% 1.7% 18.0% 
 
Q3-12. Overall value you receive 
for City taxes & fees 17.7% 37.2% 23.4% 10.5% 4.2% 7.0% 
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WITHOUT “DON’T KNOW” 
Q3. Perceptions of the City. Please rate your satisfaction with each of the following items that may influence 
your perception of the City of Gaithersburg on a scale of 1 to 5, where 5 means "Very Satisfied" and 1 means 
"Very Dissatisfied." (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q3-1. Overall quality of 
services provided by City 27.9% 54.5% 16.3% 1.3% 0.0% 
 
Q3-2. Overall image or 
reputation of City 26.0% 45.8% 19.5% 6.7% 2.1% 
 
Q3-3. Overall appearance of 
City 17.3% 53.6% 18.1% 10.2% 0.8% 
 
Q3-4. Overall quality of your 
neighborhood 33.5% 39.4% 15.1% 9.2% 2.8% 
 
Q3-5. Overall quality of 
natural environment in City 24.5% 48.3% 17.1% 8.5% 1.6% 
 
Q3-6. Overall quality of 
commercial/shopping areas 
in City 16.9% 34.8% 27.9% 16.6% 3.8% 
 
Q3-7. Overall quality of City- 
sponsored special events & 
festivals 33.5% 41.2% 22.0% 3.0% 0.3% 
 
Q3-8. Overall sense of 
community 22.0% 38.0% 27.2% 11.0% 1.8% 
 
Q3-9. Openness & acceptance 
of the community toward 
people of diverse 
backgrounds 36.9% 44.4% 15.8% 1.8% 1.0% 
 
Q3-10. Leadership provided 
by City of Gaithersburg 
elected officials 21.9% 42.7% 27.8% 5.3% 2.2% 
 
Q3-11. Effectiveness of local 
government managers & 
appointed staff 24.6% 37.7% 29.2% 6.4% 2.1% 
 
Q3-12. Overall value you 
receive for City taxes & fees 19.0% 39.9% 25.2% 11.3% 4.6% 
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Q4. Please rate the City of Gaithersburg on a scale of 1 to 5, where 5 means "Excellent" and 1 means "Poor" 
with regard to each of the following. 
 
(N=401) 
 
 Excellent Good Neutral Below average Poor Don't know  
Q4-1. As a place to live 38.9% 45.4% 7.2% 5.5% 1.0% 2.0% 
 
Q4-2. As a place to raise children 31.2% 33.4% 14.7% 4.7% 2.5% 13.5% 
 
Q4-3. As a place to visit 15.7% 39.2% 25.9% 11.2% 3.7% 4.2% 
 
Q4-4. As a place to work 18.7% 38.4% 20.9% 2.5% 0.7% 18.7% 
 
Q4-5. As a place to retire 16.5% 22.7% 20.9% 15.5% 11.5% 13.0% 
 

  
 
 
 
WITHOUT “DON’T KNOW” 
Q4. Please rate the City of Gaithersburg on a scale of 1 to 5, where 5 means "Excellent" and 1 means "Poor" 
with regard to each of the following. (without "don't know") 
 
(N=401) 
 
 Excellent Good Neutral Below average Poor  
Q4-1. As a place to live 39.7% 46.3% 7.4% 5.6% 1.0% 
 
Q4-2. As a place to raise children 36.0% 38.6% 17.0% 5.5% 2.9% 
 
Q4-3. As a place to visit 16.4% 40.9% 27.1% 11.7% 3.9% 
 
Q4-4. As a place to work 23.0% 47.2% 25.8% 3.1% 0.9% 
 
Q4-5. As a place to retire 18.9% 26.1% 24.1% 17.8% 13.2% 
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Q5. Customer Service. Have you contacted the City with a question, problem, or complaint during the past 
12 months? 
 
 Q5. Have you contacted City with a question, problem, 
 or complaint during past 12 months Number Percent 
 Yes 182 45.4 % 
 No 219 54.6 % 
 Total 401 100.0 % 
 
   
 
 
 
 
Q5a. Which City department did you contact most recently? 
 
 Q5a. Which City department did you contact most 
 recently Number Percent 
 Public Works (street maintenance, recycling yard waste, trees, 
    stormwater) 82 45.1 % 
 Police Department 18 9.9 % 
 Mayor & City Council 9 4.9 % 
 City Hall General Number 1 0.5 % 
 Communications & Public Engagement (public information, 
    website) 1 0.5 % 
 Planning & Code Administration (building permits, zoning/land 
    use) 16 8.8 % 
 Community, Neighborhood & Housing Services (social services 
    assistance, landlord/tenant issues, property maintenance 
    complaints, housing needs) 23 12.6 % 
 Parks, Recreation & Culture 20 11.0 % 
 Other 7 3.8 % 
 Not provided 5 2.7 % 
 Total 182 100.0 % 
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WITHOUT “NOT PROVIDED” 
Q5a. Which City department did you contact most recently? (without "not provided") 
 
 Q5a. Which City department did you contact most 
 recently Number Percent 
 Public Works (street maintenance, recycling yard waste, trees, 
    stormwater) 82 46.3 % 
 Police Department 18 10.2 % 
 Mayor & City Council 9 5.1 % 
 City Hall General Number 1 0.6 % 
 Communications & Public Engagement (public information, 
    website) 1 0.6 % 
 Planning & Code Administration (building permits, zoning/land 
    use) 16 9.0 % 
 Community, Neighborhood & Housing Services (social services 
    assistance, landlord/tenant issues, property maintenance 
    complaints, housing needs) 23 13.0 % 
 Parks, Recreation & Culture 20 11.3 % 
 Other 7 4.0 % 
 Total 177 100.0 % 

  
 
 
 
Q5a-10. Other: 
 
 Q5a-10. Other Number Percent 
 Animal control 2 28.6 % 
 Pet tag 1 14.3 % 
 Temporary parking permit 1 14.3 % 
 Animal licenses 1 14.3 % 
 Pet permit 1 14.3 % 
 Environmental services 1 14.3 % 
 Total 7 100.0 % 
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Q5b. How easy was it to contact the person you needed to reach in the Department you listed in Question 
5a? 
 
 Q5b. How easy was it to contact the person you needed 
 to reach in Department listed in Question 5a Number Percent 
 Very easy 107 58.8 % 
 Somewhat easy 49 26.9 % 
 Difficult 19 10.4 % 
 Very difficult 5 2.7 % 
 Don't know 2 1.1 % 
 Total 182 100.0 % 
 
   
 
 
WITHOUT “DON’T KNOW” 
Q5b. How easy was it to contact the person you needed to reach in the Department you listed in Question 
5a? (without "don't know") 
 
 Q5b. How easy was it to contact the person you needed 
 to reach in Department listed in Question 5a Number Percent 
 Very easy 107 59.4 % 
 Somewhat easy 49 27.2 % 
 Difficult 19 10.6 % 
 Very difficult 5 2.8 % 
 Total 180 100.0 % 
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Q5c. Several factors that may influence your perception of the quality of customer service you receive from 
City employees are listed below. For each item, please rate how often the employees you have contacted 
during the past year have displayed the behavior described on a scale of 1 to 5, where 5 means "Always" 
and 1 means "Never." 
 
(N=182) 
 
 Always Usually Sometimes Seldom Never Don't know  
Q5c-1. They were courteous & 
polite 70.9% 19.2% 6.0% 1.1% 0.5% 2.2% 
 
Q5c-2. They gave prompt, 
accurate, & complete answers to 
questions 54.9% 28.0% 7.7% 4.4% 3.8% 1.1% 
 
Q5c-3. They did what they said 
they would do in a timely manner 57.1% 23.6% 7.7% 2.2% 4.9% 4.4% 
 
Q5c-4. They helped you resolve 
an issue to your satisfaction 50.0% 23.6% 11.5% 1.6% 9.9% 3.3% 
 

  
 
 
 
WITHOUT “DON’T KNOW” 
Q5c. Several factors that may influence your perception of the quality of customer service you receive from 
City employees are listed below. For each item, please rate how often the employees you have contacted 
during the past year have displayed the behavior described on a scale of 1 to 5, where 5 means "Always" 
and 1 means "Never." (without "don't know") 
 
(N=182) 
 
 Always Usually Sometimes Seldom Never  
Q5c-1. They were courteous & polite 72.5% 19.7% 6.2% 1.1% 0.6% 
 
Q5c-2. They gave prompt, accurate, & complete 
answers to questions 55.6% 28.3% 7.8% 4.4% 3.9% 
 
Q5c-3. They did what they said they would 
do in a timely manner 59.8% 24.7% 8.0% 2.3% 5.2% 
 
Q5c-4. They helped you resolve an issue to 
your satisfaction 51.7% 24.4% 11.9% 1.7% 10.2% 
 

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 72



  
 
 
 
Q6. Economic Development and Housing. Please rate your satisfaction on a scale of 1 to 5, where 5 means 
"Very Satisfied" and 1 means "Very Dissatisfied", with the following areas of development and 
redevelopment in the City of Gaithersburg. 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q6-1. Availability of a variety of 
housing options 10.2% 33.2% 20.4% 16.5% 7.5% 12.2% 
 
Q6-2. Availability of affordable 
quality housing 5.0% 16.5% 24.4% 24.7% 12.7% 16.7% 
 
Q6-3. Overall quality of new 
residential development 7.2% 26.4% 28.7% 11.0% 6.0% 20.7% 
 
Q6-4. Overall quality of new 
retail development (stores, 
restaurants, etc.) 10.0% 35.2% 26.9% 17.0% 5.5% 5.5% 
 
Q6-5. Diversity of existing retail, 
restaurant & other commercial 
businesses 17.5% 37.4% 23.9% 13.7% 3.7% 3.7% 
 
Q6-6. Efforts to improve existing 
commercial areas & corridors 8.5% 28.4% 30.4% 15.0% 4.5% 13.2% 
 
Q6-7. Overall level of economic 
vitality throughout City's 
commercial areas 7.7% 36.9% 28.9% 13.7% 2.5% 10.2% 
 
Q6-8. Efforts to attract new 
businesses to City 7.7% 22.2% 28.4% 14.0% 2.7% 24.9% 
 
Q6-9. Ability to retain existing 
businesses in City 7.0% 22.7% 30.4% 15.7% 3.5% 20.7% 
 
Q6-10. Efforts to manage & plan 
for growth/development of City 10.2% 21.9% 30.2% 13.2% 5.2% 19.2% 
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WITHOUT “DON’T KNOW” 
Q6. Economic Development and Housing. Please rate your satisfaction on a scale of 1 to 5, where 5 means 
"Very Satisfied" and 1 means "Very Dissatisfied", with the following areas of development and 
redevelopment in the City of Gaithersburg. (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q6-1. Availability of a variety 
of housing options 11.6% 37.8% 23.3% 18.8% 8.5% 
 
Q6-2. Availability of 
affordable quality housing 6.0% 19.8% 29.3% 29.6% 15.3% 
 
Q6-3. Overall quality of new 
residential development 9.1% 33.3% 36.2% 13.8% 7.5% 
 
Q6-4. Overall quality of new 
retail development (stores, 
restaurants, etc.) 10.6% 37.2% 28.5% 17.9% 5.8% 
 
Q6-5. Diversity of existing 
retail, restaurant & other 
commercial businesses 18.1% 38.9% 24.9% 14.2% 3.9% 
 
Q6-6. Efforts to improve 
existing commercial areas & 
corridors 9.8% 32.8% 35.1% 17.2% 5.2% 
 
Q6-7. Overall level of 
economic vitality throughout 
City's commercial areas 8.6% 41.1% 32.2% 15.3% 2.8% 
 
Q6-8. Efforts to attract new 
businesses to City 10.3% 29.6% 37.9% 18.6% 3.7% 
 
Q6-9. Ability to retain 
existing businesses in City 8.8% 28.6% 38.4% 19.8% 4.4% 
 
Q6-10. Efforts to manage & 
plan for growth/development 
of City 12.7% 27.2% 37.3% 16.4% 6.5% 
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Q7. Which THREE of the Development and Housing items listed in Question 6 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q7. Top choice Number Percent 
 Availability of a variety of housing options 39 9.7 % 
 Availability of affordable quality housing 154 38.4 % 
 Overall quality of new residential development 22 5.5 % 
 Overall quality of new retail development (stores, restaurants, 
    etc.) 25 6.2 % 
 Diversity of existing retail, restaurant & other commercial 
    businesses 13 3.2 % 
 Efforts to improve existing commercial areas & corridors 37 9.2 % 
 Overall level of economic vitality throughout City's commercial 
    areas 14 3.5 % 
 Efforts to attract new businesses to City 20 5.0 % 
 Ability to retain existing businesses in City 16 4.0 % 
 Efforts to manage & plan for growth/development of City 40 10.0 % 
 None chosen 21 5.2 % 
 Total 401 100.0 % 

  
 
 
 
 
Q7. Which THREE of the Development and Housing items listed in Question 6 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q7. 2nd choice Number Percent 
 Availability of a variety of housing options 55 13.7 % 
 Availability of affordable quality housing 22 5.5 % 
 Overall quality of new residential development 36 9.0 % 
 Overall quality of new retail development (stores, restaurants, 
    etc.) 51 12.7 % 
 Diversity of existing retail, restaurant & other commercial 
    businesses 32 8.0 % 
 Efforts to improve existing commercial areas & corridors 52 13.0 % 
 Overall level of economic vitality throughout City's commercial 
    areas 23 5.7 % 
 Efforts to attract new businesses to City 31 7.7 % 
 Ability to retain existing businesses in City 32 8.0 % 
 Efforts to manage & plan for growth/development of City 38 9.5 % 
 None chosen 29 7.2 % 
 Total 401 100.0 % 
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Q7. Which THREE of the Development and Housing items listed in Question 6 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q7. 3rd choice Number Percent 
 Availability of a variety of housing options 23 5.7 % 
 Availability of affordable quality housing 13 3.2 % 
 Overall quality of new residential development 31 7.7 % 
 Overall quality of new retail development (stores, restaurants, 
    etc.) 38 9.5 % 
 Diversity of existing retail, restaurant & other commercial 
    businesses 30 7.5 % 
 Efforts to improve existing commercial areas & corridors 42 10.5 % 
 Overall level of economic vitality throughout City's commercial 
    areas 36 9.0 % 
 Efforts to attract new businesses to City 45 11.2 % 
 Ability to retain existing businesses in City 45 11.2 % 
 Efforts to manage & plan for growth/development of City 56 14.0 % 
 None chosen 42 10.5 % 
 Total 401 100.0 % 
 
   
 
 
 
SUM OF TOP 3 CHOICES 
Q7. Which THREE of the Development and Housing items listed in Question 6 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? (top 3) 
 
 Q7. Sum of top 3 choices Number Percent 
 Availability of a variety of housing options 117 29.2 % 
 Availability of affordable quality housing 189 47.1 % 
 Overall quality of new residential development 89 22.2 % 
 Overall quality of new retail development (stores, restaurants, 
    etc.) 114 28.4 % 
 Diversity of existing retail, restaurant & other commercial 
    businesses 75 18.7 % 
 Efforts to improve existing commercial areas & corridors 131 32.7 % 
 Overall level of economic vitality throughout City's commercial 
    areas 73 18.2 % 
 Efforts to attract new businesses to City 96 23.9 % 
 Ability to retain existing businesses in City 93 23.2 % 
 Efforts to manage & plan for growth/development of City 134 33.4 % 
 None chosen 21 5.2 % 
 Total 1132 
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Q8. Maintenance Services. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied," with the following services provided by the City. 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q8-1. Maintenance of major City 
streets 21.4% 52.6% 13.5% 7.2% 2.7% 2.5% 
 
Q8-2. Maintenance of streets in 
your neighborhood 28.2% 42.4% 14.0% 9.7% 2.5% 3.2% 
 
Q8-3. Snow removal on major 
City streets 35.7% 47.4% 9.5% 1.5% 1.0% 5.0% 
 
Q8-4. Snow removal on streets in 
your neighborhood 34.2% 40.6% 11.2% 4.7% 1.2% 8.0% 
 
Q8-5. Maintenance of sidewalks 
in City 20.4% 43.4% 15.2% 8.2% 3.2% 9.5% 
 
Q8-6. Mowing & trimming along 
City streets & other public areas 25.4% 49.4% 14.2% 5.7% 0.7% 4.5% 
 
Q8-7. Overall cleanliness of City 
streets & other public areas 25.7% 47.6% 14.5% 8.7% 0.5% 3.0% 
 
Q8-8. Adequacy of City street 
lighting 21.2% 45.1% 18.0% 10.2% 1.5% 4.0% 
 
Q8-9. Tree trimming & urban 
forestry along City streets & other 
public areas 22.4% 43.4% 17.7% 9.0% 2.0% 5.5% 
 
Q8-10. Maintenance of City 
buildings & facilities 18.0% 42.1% 19.0% 1.2% 0.2% 19.5% 
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WITHOUT “DON’T KNOW” 
Q8. Maintenance Services. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied," with the following services provided by the City. (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q8-1. Maintenance of major 
City streets 22.0% 54.0% 13.8% 7.4% 2.8% 
 
Q8-2. Maintenance of streets 
in your neighborhood 29.1% 43.8% 14.4% 10.1% 2.6% 
 
Q8-3. Snow removal on major 
City streets 37.5% 49.9% 10.0% 1.6% 1.0% 
 
Q8-4. Snow removal on 
streets in your neighborhood 37.1% 44.2% 12.2% 5.1% 1.4% 
 
Q8-5. Maintenance of 
sidewalks in City 22.6% 47.9% 16.8% 9.1% 3.6% 
 
Q8-6. Mowing & trimming 
along City streets & other 
public areas 26.6% 51.7% 14.9% 6.0% 0.8% 
 
Q8-7. Overall cleanliness of 
City streets & other public 
areas 26.5% 49.1% 14.9% 9.0% 0.5% 
 
Q8-8. Adequacy of City 
street lighting 22.1% 47.0% 18.7% 10.6% 1.6% 
 
Q8-9. Tree trimming & urban 
forestry along City streets & 
other public areas 23.7% 45.9% 18.7% 9.5% 2.1% 
 
Q8-10. Maintenance of City 
buildings & facilities 22.3% 52.3% 23.5% 1.5% 0.3% 
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Q9. Which THREE of the Maintenance services listed in Questio 8 do you think should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q9. Top choice Number Percent 
 Maintenance of major City streets 85 21.2 % 
 Maintenance of streets in your neighborhood 36 9.0 % 
 Snow removal on major City streets 17 4.2 % 
 Snow removal on streets in your neighborhood 19 4.7 % 
 Maintenance of sidewalks in City 46 11.5 % 
 Mowing & trimming along City streets & other public areas 12 3.0 % 
 Overall cleanliness of City streets & other public areas 64 16.0 % 
 Adequacy of City street lighting 38 9.5 % 
 Tree trimming & urban forestry along City streets & other public 
    areas 33 8.2 % 
 Maintenance of City buildings & facilities 16 4.0 % 
 None chosen 35 8.7 % 
 Total 401 100.0 % 
 

  
 
 
 
Q9. Which THREE of the Maintenance services listed in Questio 8 do you think should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q9. 2nd choice Number Percent 
 Maintenance of major City streets 52 13.0 % 
 Maintenance of streets in your neighborhood 42 10.5 % 
 Snow removal on major City streets 20 5.0 % 
 Snow removal on streets in your neighborhood 19 4.7 % 
 Maintenance of sidewalks in City 44 11.0 % 
 Mowing & trimming along City streets & other public areas 17 4.2 % 
 Overall cleanliness of City streets & other public areas 61 15.2 % 
 Adequacy of City street lighting 46 11.5 % 
 Tree trimming & urban forestry along City streets & other public 
    areas 36 9.0 % 
 Maintenance of City buildings & facilities 11 2.7 % 
 None chosen 53 13.2 % 
 Total 401 100.0 % 
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Q9. Which THREE of the Maintenance services listed in Questio 8 do you think should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q9. 3rd choice Number Percent 
 Maintenance of major City streets 44 11.0 % 
 Maintenance of streets in your neighborhood 30 7.5 % 
 Snow removal on major City streets 16 4.0 % 
 Snow removal on streets in your neighborhood 21 5.2 % 
 Maintenance of sidewalks in City 35 8.7 % 
 Mowing & trimming along City streets & other public areas 29 7.2 % 
 Overall cleanliness of City streets & other public areas 52 13.0 % 
 Adequacy of City street lighting 39 9.7 % 
 Tree trimming & urban forestry along City streets & other public 
    areas 40 10.0 % 
 Maintenance of City buildings & facilities 26 6.5 % 
 None chosen 69 17.2 % 
 Total 401 100.0 % 
 
   
 
 
 
SUM OF TOP 3 CHOICES 
Q9. Which THREE of the Maintenance services listed in Questio 8 do you think should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? (top 3) 
 
 Q9. Sum of top 3 choices Number Percent 
 Maintenance of major City streets 181 45.1 % 
 Maintenance of streets in your neighborhood 108 26.9 % 
 Snow removal on major City streets 53 13.2 % 
 Snow removal on streets in your neighborhood 59 14.7 % 
 Maintenance of sidewalks in City 125 31.2 % 
 Mowing & trimming along City streets & other public areas 58 14.5 % 
 Overall cleanliness of City streets & other public areas 177 44.1 % 
 Adequacy of City street lighting 123 30.7 % 
 Tree trimming & urban forestry along City streets & other public 
    areas 109 27.2 % 
 Maintenance of City buildings & facilities 53 13.2 % 
 None chosen 35 8.7 % 
 Total 1081 
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Q10. Solid Waste Services. For each of the items listed below, please rate your satisfaction on a scale of 1 to 
5, where 5 means "Very Satisfied" and 1 means "Very Dissatisfied." 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q10-1. Curbside recycling 
services 42.1% 33.9% 8.0% 2.7% 0.5% 12.7% 
 
Q10-2. Yard waste (leaves, brush, 
etc.) removal services 36.7% 33.4% 9.0% 3.0% 0.2% 17.7% 
 
Q10-3. Bulky item pickup services 31.4% 26.4% 9.5% 8.5% 3.0% 21.2% 
 
Q10-4. Compost drop-off facilities 16.0% 13.5% 15.0% 3.0% 2.2% 50.4% 
 

  
 
 
 
WITHOUT “DON’T KNOW” 
Q10. Solid Waste Services. For each of the items listed below, please rate your satisfaction on a scale of 1 to 
5, where 5 means "Very Satisfied" and 1 means "Very Dissatisfied." (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q10-1. Curbside recycling 
services 48.3% 38.9% 9.1% 3.1% 0.6% 
 
Q10-2. Yard waste (leaves, 
brush, etc.) removal services 44.5% 40.6% 10.9% 3.6% 0.3% 
 
Q10-3. Bulky item pickup 
services 39.9% 33.5% 12.0% 10.8% 3.8% 
 
Q10-4. Compost drop-off 
facilities 32.2% 27.1% 30.2% 6.0% 4.5% 
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Q11. Which TWO of the Solid Waste services listed in Question 10 should receive the MOST EMPHASIS from 
City leaders over the next TWO YEARS? 
 
 Q11. Top choice Number Percent 
 Curbside recycling services 155 38.7 % 
 Yard waste (leaves, brush, etc.) removal services 49 12.2 % 
 Bulky item pickup services 80 20.0 % 
 Compost drop-off facilities 56 14.0 % 
 None chosen 61 15.2 % 
 Total 401 100.0 % 
 
   
 
 
 
Q11. Which TWO of the Solid Waste services listed in Question 10 should receive the MOST EMPHASIS from 
City leaders over the next TWO YEARS? 
 
 Q11. 2nd choice Number Percent 
 Curbside recycling services 61 15.2 % 
 Yard waste (leaves, brush, etc.) removal services 122 30.4 % 
 Bulky item pickup services 95 23.7 % 
 Compost drop-off facilities 34 8.5 % 
 None chosen 89 22.2 % 
 Total 401 100.0 % 
 
   
 
 
 
SUM OF TOP 2 CHOICES 
Q11. Which TWO of the Solid Waste services listed in Question 10 should receive the MOST EMPHASIS from 
City leaders over the next TWO YEARS? (top 2) 
 
 Q11. Sum of top 2 choices Number Percent 
 Curbside recycling services 216 53.9 % 
 Yard waste (leaves, brush, etc.) removal services 171 42.6 % 
 Bulky item pickup services 175 43.6 % 
 Compost drop-off facilities 90 22.4 % 
 None chosen 61 15.2 % 
 Total 713 
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Q12. Police Services. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" and 1 
means "Very Dissatisfied," with the following public safety services provided by the City of Gaithersburg. 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q12-1. Visibility of police in 
neighborhoods 9.7% 36.2% 28.4% 13.5% 4.7% 7.5% 
 
Q12-2. Visibility of police in 
commercial/retail areas 9.7% 33.4% 31.2% 13.7% 3.7% 8.2% 
 
Q12-3. City's efforts to prevent 
crime 9.2% 27.4% 28.9% 12.7% 5.7% 16.0% 
 
Q12-4. How quickly police 
respond to emergencies 13.5% 30.2% 17.0% 5.0% 1.2% 33.2% 
 
Q12-5. Enforcement of local 
traffic laws 9.5% 31.7% 25.4% 13.0% 9.2% 11.2% 
 
Q12-6. Police-related education 
programs 9.7% 16.7% 22.9% 4.0% 1.5% 45.1% 
 
Q12-7. Overall quality of police 
services 12.7% 40.6% 28.7% 5.7% 2.7% 9.5% 
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WITHOUT “DON’T KNOW” 
Q12. Police Services. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" and 1 
means "Very Dissatisfied," with the following public safety services provided by the City of Gaithersburg. 
(without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q12-1. Visibility of police in 
neighborhoods 10.5% 39.1% 30.7% 14.6% 5.1% 
 
Q12-2. Visibility of police in 
commercial/retail areas 10.6% 36.4% 34.0% 14.9% 4.1% 
 
Q12-3. City's efforts to 
prevent crime 11.0% 32.6% 34.4% 15.1% 6.8% 
 
Q12-4. How quickly police 
respond to emergencies 20.1% 45.1% 25.4% 7.5% 1.9% 
 
Q12-5. Enforcement of local 
traffic laws 10.7% 35.7% 28.7% 14.6% 10.4% 
 
Q12-6. Police-related 
education programs 17.7% 30.5% 41.8% 7.3% 2.7% 
 
Q12-7. Overall quality of 
police services 14.0% 44.9% 31.7% 6.3% 3.0% 
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Q13. Which THREE of the Public Safety services listed in Question 12 should receive the MOST EMPHASIS 
from City leaders over the next TWO YEARS? 
 
 Q13. Top choice Number Percent 
 Visibility of police in neighborhoods 88 21.9 % 
 Visibility of police in commercial/retail areas 36 9.0 % 
 City's efforts to prevent crime 105 26.2 % 
 How quickly police respond to emergencies 25 6.2 % 
 Enforcement of local traffic laws 57 14.2 % 
 Police-related education programs 28 7.0 % 
 Overall quality of police services 20 5.0 % 
 None chosen 42 10.5 % 
 Total 401 100.0 % 

 
 
 
 
 
Q13. Which THREE of the Public Safety services listed in Question 12 should receive the MOST EMPHASIS 
from City leaders over the next TWO YEARS? 
 
 Q13. 2nd choice Number Percent 
 Visibility of police in neighborhoods 41 10.2 % 
 Visibility of police in commercial/retail areas 73 18.2 % 
 City's efforts to prevent crime 76 19.0 % 
 How quickly police respond to emergencies 59 14.7 % 
 Enforcement of local traffic laws 36 9.0 % 
 Police-related education programs 19 4.7 % 
 Overall quality of police services 31 7.7 % 
 None chosen 66 16.5 % 
 Total 401 100.0 % 
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Q13. Which THREE of the Public Safety services listed in Question 12 should receive the MOST EMPHASIS 
from City leaders over the next TWO YEARS? 
 
 Q13. 3rd choice Number Percent 
 Visibility of police in neighborhoods 52 13.0 % 
 Visibility of police in commercial/retail areas 63 15.7 % 
 City's efforts to prevent crime 55 13.7 % 
 How quickly police respond to emergencies 35 8.7 % 
 Enforcement of local traffic laws 28 7.0 % 
 Police-related education programs 34 8.5 % 
 Overall quality of police services 53 13.2 % 
 None chosen 81 20.2 % 
 Total 401 100.0 % 
 

  
 
 
 
SUM OF TOP 3 CHOICES 
Q13. Which THREE of the Public Safety services listed in Question 12 should receive the MOST EMPHASIS 
from City leaders over the next TWO YEARS? (top 3) 
 
 Q13. Sum of top 3 choices Number Percent 
 Visibility of police in neighborhoods 181 45.1 % 
 Visibility of police in commercial/retail areas 172 42.9 % 
 City's efforts to prevent crime 236 58.9 % 
 How quickly police respond to emergencies 119 29.7 % 
 Enforcement of local traffic laws 121 30.2 % 
 Police-related education programs 81 20.2 % 
 Overall quality of police services 104 25.9 % 
 None chosen 42 10.5 % 
 Total 1056 
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Q14. Feeling of Safety. On a scale of 1 to 5, where 5 means "Very Safe" and 1 means "Very Unsafe," please 
rate how safe you feel in the following situations. 
 
(N=401) 
 
 Very safe Safe Neutral Unsafe Very unsafe Don't know  
Q14-1. In your neighborhood 
during the day 54.4% 35.9% 6.7% 1.2% 0.2% 1.5% 
 
Q14-2. In your neighborhood at 
night 26.2% 41.9% 17.5% 9.7% 2.5% 2.2% 
 
Q14-3. In City parks 16.2% 37.4% 26.9% 6.0% 3.0% 10.5% 
 
Q14-4. In commercial & retail areas 
during the day 32.9% 46.1% 15.2% 2.2% 0.0% 3.5% 
 
Q14-5. In commercial & retail areas 
at night 10.0% 38.2% 27.7% 14.0% 3.2% 7.0% 
 
Q14-6. Overall feeling of safety 
in Gaithersburg 20.7% 53.1% 17.5% 5.5% 1.0% 2.2% 
 

  
 
 
WITHOUT “DON’T KNOW” 
Q14. Feeling of Safety. On a scale of 1 to 5, where 5 means "Very Safe" and 1 means "Very Unsafe," please 
rate how safe you feel in the following situations. (without "don't know") 
 
(N=401) 
 
 Very safe Safe Neutral Unsafe Very unsafe  
Q14-1. In your neighborhood during the day 55.2% 36.5% 6.8% 1.3% 0.3% 
 
Q14-2. In your neighborhood at night 26.8% 42.9% 17.9% 9.9% 2.6% 
 
Q14-3. In City parks 18.1% 41.8% 30.1% 6.7% 3.3% 
 
Q14-4. In commercial & retail areas during the 
day 34.1% 47.8% 15.8% 2.3% 0.0% 
 
Q14-5. In commercial & retail areas at night 10.7% 41.0% 29.8% 15.0% 3.5% 
 
Q14-6. Overall feeling of safety in 
Gaithersburg 21.2% 54.3% 17.9% 5.6% 1.0% 
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Q15. Code Enforcement. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied," with the following. 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q15-1. Enforcing cleanup of litter 
& debris on private property 10.0% 24.7% 24.4% 10.2% 6.5% 24.2% 
 
Q15-2. Enforcing mowing & 
cutting of weeds & tall grass on 
private property 8.7% 27.4% 24.7% 8.2% 4.0% 26.9% 
 
Q15-3. Enforcing snow & ice 
removal on sidewalks 11.5% 27.9% 25.9% 8.0% 4.5% 22.2% 
 
Q15-4. Enforcing exterior 
maintenance of residential 
property 9.7% 29.4% 26.4% 5.7% 4.7% 23.9% 
 
Q15-5. Enforcing exterior 
maintenance of business 
property 9.2% 29.9% 27.2% 5.5% 2.2% 25.9% 
 
Q15-6. Animal control 12.2% 34.2% 20.2% 6.5% 2.7% 24.2% 
 

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 88



  
 
 
 
WITHOUT “DON’T KNOW” 
Q15. Code Enforcement. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied," with the following. (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q15-1. Enforcing cleanup of 
litter & debris on private 
property 13.2% 32.6% 32.2% 13.5% 8.6% 
 
Q15-2. Enforcing mowing & 
cutting of weeds & tall grass 
on private property 11.9% 37.5% 33.8% 11.3% 5.5% 
 
Q15-3. Enforcing snow & ice 
removal on sidewalks 14.7% 35.9% 33.3% 10.3% 5.8% 
 
Q15-4. Enforcing exterior 
maintenance of residential 
property 12.8% 38.7% 34.8% 7.5% 6.2% 
 
Q15-5. Enforcing exterior 
maintenance of business 
property 12.5% 40.4% 36.7% 7.4% 3.0% 
 
Q15-6. Animal control 16.1% 45.1% 26.6% 8.6% 3.6% 
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Q16. Which TWO of the Code Enforcement services listed in Question 15 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q16. Top choice Number Percent 
 Enforcing cleanup of litter & debris on private property 117 29.2 % 
 Enforcing mowing & cutting of weeds & tall grass on private 
    property 26 6.5 % 
 Enforcing snow & ice removal on sidewalks 63 15.7 % 
 Enforcing exterior maintenance of residential property 31 7.7 % 
 Enforcing exterior maintenance of business property 49 12.2 % 
 Animal control 40 10.0 % 
 None chosen 75 18.7 % 
 Total 401 100.0 % 

  
 
 
 
Q16. Which TWO of the Code Enforcement services listed in Question 15 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q16. 2nd choice Number Percent 
 Enforcing cleanup of litter & debris on private property 63 15.7 % 
 Enforcing mowing & cutting of weeds & tall grass on private 
    property 50 12.5 % 
 Enforcing snow & ice removal on sidewalks 45 11.2 % 
 Enforcing exterior maintenance of residential property 56 14.0 % 
 Enforcing exterior maintenance of business property 51 12.7 % 
 Animal control 45 11.2 % 
 None chosen 91 22.7 % 
 Total 401 100.0 % 
 
 
  
 
SUM OF TOP 2 CHOICES 
Q16. Which TWO of the Code Enforcement services listed in Question 15 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? (top 2) 
 
 Q16. Sum of top 2 choices Number Percent 
 Enforcing cleanup of litter & debris on private property 180 44.9 % 
 Enforcing mowing & cutting of weeds & tall grass on private 
    property 76 19.0 % 
 Enforcing snow & ice removal on sidewalks 108 26.9 % 
 Enforcing exterior maintenance of residential property 87 21.7 % 
 Enforcing exterior maintenance of business property 100 24.9 % 
 Animal control 85 21.2 % 
 None chosen 75 18.7 % 
 Total 711 
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Q17. Transportation and Mobility. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied," with the following aspects of transportation in the City of 
Gaithersburg. 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q17-1. Ease of getting around 
within City on roadways 18.7% 47.9% 17.2% 12.2% 1.5% 2.5% 
 
Q17-2. Ease of getting around 
within City on sidewalks/paths 14.5% 42.9% 21.9% 11.5% 3.0% 6.2% 
 
Q17-3. How well traffic signal 
system provides for efficient 
travel 13.5% 40.6% 26.9% 12.0% 4.5% 2.5% 
 
Q17-4. Availability of public 
parking 17.5% 48.6% 20.0% 7.0% 1.7% 5.2% 
 
Q17-5. Availability of public 
transportation 15.0% 29.7% 23.4% 8.0% 3.7% 20.2% 
 
Q17-6. Ease of travel by bicycle 4.7% 15.2% 22.2% 12.2% 5.7% 39.9% 
 
Q17-7. Availability of pathways 
for walking or biking 11.5% 37.9% 20.2% 16.0% 4.5% 10.0% 
 
Q17-8. Availability of sidewalks 14.2% 43.4% 24.2% 11.0% 2.7% 4.5% 
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WITHOUT “DON’T KNOW” 
Q17. Transportation and Mobility. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied," with the following aspects of transportation in the City of 
Gaithersburg. (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q17-1. Ease of getting 
around within City on 
roadways 19.2% 49.1% 17.6% 12.5% 1.5% 
 
Q17-2. Ease of getting 
around within City on 
sidewalks/paths 15.4% 45.7% 23.4% 12.2% 3.2% 
 
Q17-3. How well traffic signal 
system provides for efficient 
travel 13.8% 41.7% 27.6% 12.3% 4.6% 
 
Q17-4. Availability of public 
parking 18.4% 51.3% 21.1% 7.4% 1.8% 
 
Q17-5. Availability of public 
transportation 18.8% 37.2% 29.4% 10.0% 4.7% 
 
Q17-6. Ease of travel by 
bicycle 7.9% 25.3% 36.9% 20.3% 9.5% 
 
Q17-7. Availability of 
pathways for walking or 
biking 12.7% 42.1% 22.4% 17.7% 5.0% 
 
Q17-8. Availability of 
sidewalks 14.9% 45.4% 25.3% 11.5% 2.9% 
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Q18. Which THREE of the Transportation and Mobility items listed in Question 17 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q18. Top choice Number Percent 
 Ease of getting around within City on roadways 84 20.9 % 
 Ease of getting around within City on sidewalks/paths 38 9.5 % 
 How well traffic signal system provides for efficient travel 69 17.2 % 
 Availability of public parking 34 8.5 % 
 Availability of public transportation 42 10.5 % 
 Ease of travel by bicycle 24 6.0 % 
 Availability of pathways for walking or biking 36 9.0 % 
 Availability of sidewalks 29 7.2 % 
 None chosen 45 11.2 % 
 Total 401 100.0 % 
 
   
 
 
 
 
Q18. Which THREE of the Transportation and Mobility items listed in Question 17 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q18. 2nd choice Number Percent 
 Ease of getting around within City on roadways 50 12.5 % 
 Ease of getting around within City on sidewalks/paths 45 11.2 % 
 How well traffic signal system provides for efficient travel 64 16.0 % 
 Availability of public parking 28 7.0 % 
 Availability of public transportation 36 9.0 % 
 Ease of travel by bicycle 25 6.2 % 
 Availability of pathways for walking or biking 56 14.0 % 
 Availability of sidewalks 30 7.5 % 
 None chosen 67 16.7 % 
 Total 401 100.0 % 
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Q18. Which THREE of the Transportation and Mobility items listed in Question 17 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q18. 3rd choice Number Percent 
 Ease of getting around within City on roadways 34 8.5 % 
 Ease of getting around within City on sidewalks/paths 49 12.2 % 
 How well traffic signal system provides for efficient travel 38 9.5 % 
 Availability of public parking 46 11.5 % 
 Availability of public transportation 35 8.7 % 
 Ease of travel by bicycle 22 5.5 % 
 Availability of pathways for walking or biking 43 10.7 % 
 Availability of sidewalks 51 12.7 % 
 None chosen 83 20.7 % 
 Total 401 100.0 % 
 

  
 
 
 
SUM OF TOP 3 CHOICES 
Q18. Which THREE of the Transportation and Mobility items listed in Question 17 should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? (top 3) 
 
 Q18. Sum of top 3 choices Number Percent 
 Ease of getting around within City on roadways 168 41.9 % 
 Ease of getting around within City on sidewalks/paths 132 32.9 % 
 How well traffic signal system provides for efficient travel 171 42.6 % 
 Availability of public parking 108 26.9 % 
 Availability of public transportation 113 28.2 % 
 Ease of travel by bicycle 71 17.7 % 
 Availability of pathways for walking or biking 135 33.7 % 
 Availability of sidewalks 110 27.4 % 
 None chosen 45 11.2 % 
 Total 1053 
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Q19. Parks, Recreation and Culture. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied," with the following aspects of parks and recreation in the City of 
Gaithersburg. 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q19-1. Appearance & maintenance 
of City parks 31.2% 50.4% 8.7% 2.2% 0.0% 7.5% 
 
Q19-2. Proximity of your home to 
City parks & green spaces 42.4% 41.1% 7.0% 3.5% 1.2% 4.7% 
 
Q19-3. Number of walking & biking 
trails 19.7% 39.9% 16.7% 10.5% 2.2% 11.0% 
 
Q19-4. Quality of outdoor 
athletic fields 17.2% 36.7% 14.5% 1.5% 0.5% 29.7% 
 
Q19-5. Youth recreation 
opportunities 20.0% 28.4% 14.7% 1.7% 0.2% 34.9% 
 
Q19-6. Adult recreation 
opportunities 18.7% 35.2% 16.5% 8.0% 2.5% 19.2% 
 
Q19-7. Older-adult recreation 
opportunities 17.0% 25.7% 15.5% 7.7% 2.0% 32.2% 
 
Q19-8. City sponsored special 
events (Book Festival, 
SummerFest, Labor Day Parade, 
Winter Lights, etc.) 35.9% 38.9% 13.0% 1.5% 0.5% 10.2% 
 
Q19-9. Youth athletic programs 18.0% 21.2% 15.0% 1.2% 0.2% 44.4% 
 
Q19-10. Adult athletic programs 14.0% 20.7% 20.0% 4.0% 1.2% 40.1% 
 
Q19-11. Overall variety of 
programs, classes & activities 
offered 21.2% 37.4% 20.4% 3.2% 0.7% 17.0% 
 
Q19-12. Quality of arts & culture 
programs & activities 20.2% 35.7% 20.0% 2.7% 0.5% 20.9% 
 
Q19-13. Quality of instructors & 
coaches 14.7% 20.9% 17.7% 1.0% 0.5% 45.1% 
 
Q19-14. Ease of registering for 
programs 18.7% 33.7% 14.2% 3.5% 1.5% 28.4% 
 
Q19-15. Fees charged for 
recreation programs 17.5% 31.2% 19.0% 5.5% 1.5% 25.4% 
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WITHOUT “DON’T KNOW” 
Q19. Parks, Recreation and Culture. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied," with the following aspects of parks and recreation in the City of 
Gaithersburg. (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q19-1. Appearance & 
maintenance of City parks 33.7% 54.4% 9.4% 2.4% 0.0% 
 
Q19-2. Proximity of your 
home to City parks & green 
spaces 44.5% 43.2% 7.3% 3.7% 1.3% 
 
Q19-3. Number of walking & 
biking trails 22.1% 44.8% 18.8% 11.8% 2.5% 
 
Q19-4. Quality of outdoor 
athletic fields 24.5% 52.1% 20.6% 2.1% 0.7% 
 
Q19-5. Youth recreation 
opportunities 30.7% 43.7% 22.6% 2.7% 0.4% 
 
Q19-6. Adult recreation 
opportunities 23.1% 43.5% 20.4% 9.9% 3.1% 
 
Q19-7. Older-adult recreation 
opportunities 25.0% 37.9% 22.8% 11.4% 2.9% 
 
Q19-8. City sponsored 
special events (Book Festival, 
SummerFest, Labor Day 
Parade, Winter Lights, etc.) 40.0% 43.3% 14.4% 1.7% 0.6% 
 
Q19-9. Youth athletic 
programs 32.3% 38.1% 26.9% 2.2% 0.4% 
 
Q19-10. Adult athletic 
programs 23.3% 34.6% 33.3% 6.7% 2.1% 
 
Q19-11. Overall variety of 
programs, classes & activities 
offered 25.5% 45.0% 24.6% 3.9% 0.9% 
 
Q19-12. Quality of arts & 
culture programs & activities 25.6% 45.1% 25.2% 3.5% 0.6% 
 
Q19-13. Quality of instructors 
& coaches 26.8% 38.2% 32.3% 1.8% 0.9% 
 
Q19-14. Ease of registering 
for programs 26.1% 47.0% 19.9% 4.9% 2.1% 
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WITHOUT “DON’T KNOW” 
Q19. Parks, Recreation and Culture. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied," with the following aspects of parks and recreation in the City of 
Gaithersburg. (without "don't know") 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q19-15. Fees charged for 
recreation programs 23.4% 41.8% 25.4% 7.4% 2.0% 
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Q20. Which FOUR of the Parks, Recreation and Cultural services listed in Question 19 do you think should 
receive the MOST EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q20. Top choice Number Percent 
 Appearance & maintenance of City parks 85 21.2 % 
 Proximity of your home to City parks & green spaces 23 5.7 % 
 Number of walking & biking trails 57 14.2 % 
 Quality of outdoor athletic fields 6 1.5 % 
 Youth recreation opportunities 19 4.7 % 
 Adult recreation opportunities 21 5.2 % 
 Older-adult recreation opportunities 39 9.7 % 
 City sponsored special events (Book Festival, SummerFest, 
    Labor Day Parade, Winter Lights, etc.) 21 5.2 % 
 Youth athletic programs 5 1.2 % 
 Adult athletic programs 5 1.2 % 
 Overall variety of programs, classes & activities offered 15 3.7 % 
 Quality of arts & culture programs & activities 8 2.0 % 
 Ease of registering for programs 9 2.2 % 
 Fees charged for recreation programs 13 3.2 % 
 None chosen 75 18.7 % 
 Total 401 100.0 % 
 
   
 
 
 
Q20. Which FOUR of the Parks, Recreation and Cultural services listed in Question 19 do you think should 
receive the MOST EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q20. 2nd choice Number Percent 
 Appearance & maintenance of City parks 23 5.7 % 
 Proximity of your home to City parks & green spaces 30 7.5 % 
 Number of walking & biking trails 46 11.5 % 
 Quality of outdoor athletic fields 12 3.0 % 
 Youth recreation opportunities 22 5.5 % 
 Adult recreation opportunities 20 5.0 % 
 Older-adult recreation opportunities 28 7.0 % 
 City sponsored special events (Book Festival, SummerFest, 
    Labor Day Parade, Winter Lights, etc.) 27 6.7 % 
 Youth athletic programs 9 2.2 % 
 Adult athletic programs 9 2.2 % 
 Overall variety of programs, classes & activities offered 37 9.2 % 
 Quality of arts & culture programs & activities 17 4.2 % 
 Quality of instructors & coaches 5 1.2 % 
 Ease of registering for programs 9 2.2 % 
 Fees charged for recreation programs 15 3.7 % 
 None chosen 92 22.9 % 
 Total 401 100.0 % 
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Q20. Which FOUR of the Parks, Recreation and Cultural services listed in Question 19 do you think should 
receive the MOST EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q20. 3rd choice Number Percent 
 Appearance & maintenance of City parks 21 5.2 % 
 Proximity of your home to City parks & green spaces 13 3.2 % 
 Number of walking & biking trails 21 5.2 % 
 Quality of outdoor athletic fields 9 2.2 % 
 Youth recreation opportunities 21 5.2 % 
 Adult recreation opportunities 21 5.2 % 
 Older-adult recreation opportunities 17 4.2 % 
 City sponsored special events (Book Festival, SummerFest, 
    Labor Day Parade, Winter Lights, etc.) 43 10.7 % 
 Youth athletic programs 15 3.7 % 
 Adult athletic programs 13 3.2 % 
 Overall variety of programs, classes & activities offered 28 7.0 % 
 Quality of arts & culture programs & activities 27 6.7 % 
 Quality of instructors & coaches 11 2.7 % 
 Ease of registering for programs 13 3.2 % 
 Fees charged for recreation programs 20 5.0 % 
 None chosen 108 26.9 % 
 Total 401 100.0 % 
 
  
 
 
Q20. Which FOUR of the Parks, Recreation and Cultural services listed in Question 19 do you think should 
receive the MOST EMPHASIS from City leaders over the next TWO YEARS? 
 
 Q20. 4th choice Number Percent 
 Appearance & maintenance of City parks 22 5.5 % 
 Proximity of your home to City parks & green spaces 10 2.5 % 
 Number of walking & biking trails 13 3.2 % 
 Quality of outdoor athletic fields 13 3.2 % 
 Youth recreation opportunities 22 5.5 % 
 Adult recreation opportunities 22 5.5 % 
 Older-adult recreation opportunities 11 2.7 % 
 City sponsored special events (Book Festival, SummerFest, 
    Labor Day Parade, Winter Lights, etc.) 27 6.7 % 
 Youth athletic programs 16 4.0 % 
 Adult athletic programs 9 2.2 % 
 Overall variety of programs, classes & activities offered 27 6.7 % 
 Quality of arts & culture programs & activities 26 6.5 % 
 Quality of instructors & coaches 12 3.0 % 
 Ease of registering for programs 10 2.5 % 
 Fees charged for recreation programs 19 4.7 % 
 None chosen 142 35.4 % 
 Total 401 100.0 % 
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SUM OF TOP 4 CHOICES 
Q20. Which FOUR of the Parks, Recreation and Cultural services listed in Question 19 do you think should 
receive the MOST EMPHASIS from City leaders over the next TWO YEARS? (top 4) 
 
 Q20. Sum of top 4 choices Number Percent 
 Appearance & maintenance of City parks 151 37.7 % 
 Proximity of your home to City parks & green spaces 76 19.0 % 
 Number of walking & biking trails 137 34.2 % 
 Quality of outdoor athletic fields 40 10.0 % 
 Youth recreation opportunities 84 20.9 % 
 Adult recreation opportunities 84 20.9 % 
 Older-adult recreation opportunities 95 23.7 % 
 City sponsored special events (Book Festival, SummerFest, 
    Labor Day Parade, Winter Lights, etc.) 118 29.4 % 
 Youth athletic programs 45 11.2 % 
 Adult athletic programs 36 9.0 % 
 Overall variety of programs, classes & activities offered 107 26.7 % 
 Quality of arts & culture programs & activities 78 19.5 % 
 Quality of instructors & coaches 28 7.0 % 
 Ease of registering for programs 41 10.2 % 
 Fees charged for recreation programs 67 16.7 % 
 None chosen 75 18.7 % 
 Total 1262 
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Q22. Please check all of the following facilities in the City of Gaithersburg that you or members of your 
households have visited or used during the past 12 months. 
 
 Q22. City facilities members of your households have 
 visited or used during past 12 months Number Percent 
 A City park 307 76.6 % 
 Activity center at Bohrer Park 222 55.4 % 
 Arts Barn 113 28.2 % 
 Olde Towne or Robertson Youth Center 38 9.5 % 
 Gaithersburg Waterpark at Bohrer Park 90 22.4 % 
 Skate Park 25 6.2 % 
 Aquatic Center (at Gaithersburg Middle School) 46 11.5 % 
 Mini Golf Course 54 13.5 % 
 Kentlands Mansion 105 26.2 % 
 Benjamin Gaither Center 54 13.5 % 
 Casey Community Center 92 22.9 % 
 Community Museum 37 9.2 % 
 Total 1183 
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Q23. City Communications. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied," with the following aspects of communication provided by the City of 
Gaithersburg. 
 
(N=401) 
 
     Very  
 Very satisfied Satisfied Neutral Dissatisfied dissatisfied Don't know  
Q23-1. Ease of access to 
information about City programs & 
services 24.7% 42.4% 15.5% 7.2% 1.2% 9.0% 
 
Q23-2. City's efforts to keep you 
informed about local issues 22.7% 37.7% 16.7% 13.2% 2.0% 7.7% 
 
Q23-3. Level of public 
involvement in local decision 
making 11.5% 25.4% 25.4% 14.0% 3.5% 20.2% 
 
Q23-4. Level of public 
involvement in City's budget 
process 10.0% 19.2% 27.2% 12.2% 2.5% 28.9% 
 
Q23-5. Quality of City newsletters 17.2% 32.4% 21.7% 6.2% 1.0% 21.4% 
 
Q23-6. Usefulness of City's web 
page-gaithersburg.gov 20.9% 36.9% 19.5% 5.2% 1.0% 16.5% 
 
Q23-7. Usefulness of 
inGaithersburg Magazine 17.0% 31.9% 20.0% 3.7% 1.0% 26.4% 
 
Q23-8. Ease of reporting a 
concern or asking a question of 
City staff or officials 17.2% 27.2% 18.0% 7.0% 1.5% 29.2% 
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WITHOUT “DON’T KNOW” 
Q23. City Communications. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied," with the following aspects of communication provided by the City of 
Gaithersburg. (without "don't know") 
 
(N=401) 
 
 Very satisfied Satisfied Neutral Dissatisfied Very dissatisfied  
Q23-1. Ease of access to 
information about City 
programs & services 27.1% 46.6% 17.0% 7.9% 1.4% 
 
Q23-2. City's efforts to keep 
you informed about local 
issues 24.6% 40.8% 18.1% 14.3% 2.2% 
 
Q23-3. Level of public 
involvement in local decision 
making 14.4% 31.9% 31.9% 17.5% 4.4% 
 
Q23-4. Level of public 
involvement in City's budget 
process 14.0% 27.0% 38.2% 17.2% 3.5% 
 
Q23-5. Quality of City 
newsletters 21.9% 41.3% 27.6% 7.9% 1.3% 
 
Q23-6. Usefulness of City's 
web page-gaithersburg.gov 25.1% 44.2% 23.3% 6.3% 1.2% 
 
Q23-7. Usefulness of 
inGaithersburg Magazine 23.1% 43.4% 27.1% 5.1% 1.4% 
 
Q23-8. Ease of reporting a 
concern or asking a question 
of City staff or officials 24.3% 38.4% 25.4% 9.9% 2.1% 
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Q24. Communications. Which of the following sources do you currently use to get information about City of 
Gaithersburg? 
 
 Q24. Sources you currently use to get information 
 about City of Gaithersburg Number Percent 
 InGaithersburg Magazine 193 48.1 % 
 City eNewsletter 126 31.4 % 
 City website 256 63.8 % 
 City Cable Channel 13 3.2 % 
 City Facebook, X (Twitter), or Instagram 108 26.9 % 
 Other 33 8.2 % 
 Total 729 
 
   
 
 
 
Q24-6. Other: 
 
 Q24-6. Other Number Percent 
 Nextdoor 5 15.2 % 
 MoCo Show 3 9.1 % 
 Google 2 6.1 % 
 LinkedIn 1 3.0 % 
 Nextdoor, Moco Show website 1 3.0 % 
 Neighbors 1 3.0 % 
 BGC weekly email 1 3.0 % 
 YouTube channel 1 3.0 % 
 Benjamin Gaither Center Post and weekly Blast 1 3.0 % 
 Sometimes receive mail at home 1 3.0 % 
 Internet searches & other county news & reporting etc. 1 3.0 % 
 MoCo News 1 3.0 % 
 Open city meetings on Zoom 1 3.0 % 
 BENJAMIN GAITHER NEWSLETTER 1 3.0 % 
 CITY WEBSITE NEEDS MORE DAILY INFO 1 3.0 % 
 Kentlands communications such as Town Crier 1 3.0 % 
 If I have  a question I call 1 3.0 % 
 The Patch neighbors 1 3.0 % 
 Website doesn't cover all City Council hearings 1 3.0 % 
 Mayor Jud Ashman's email memo 1 3.0 % 
 My neighbors 1 3.0 % 
 Mail 1 3.0 % 
 Email subscriptions 1 3.0 % 
 Local news sources, MoCo show, etc. 1 3.0 % 
 Councilman’s Facebook posts 1 3.0 % 
 MoCo Show, MoCo 360 1 3.0 % 
 Total 33 100.0 % 
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Q25. There are many reasons why you may have decided to live in the City of Gaithersburg. From the 
following list, please check the THREE most important factors impacting your decision to live in 
Gaithersburg. 
 
 Q25. Most important factors impacting your decision to 
 live in Gaithersburg Number Percent 
 Proximity to Washington, DC Region 186 46.4 % 
 Near family or friends 135 33.7 % 
 Affordability of housing 124 30.9 % 
 Quality of public school system 92 22.9 % 
 Safety & security 85 21.2 % 
 Diversity of residents 73 18.2 % 
 Availability of parks & recreation activities 70 17.5 % 
 Employment opportunity 64 16.0 % 
 Access to quality health care 53 13.2 % 
 Availability of transportation options including public transit 
    (e.g., bus, train) 52 13.0 % 
 Access to restaurants/entertainment 52 13.0 % 
 Availability of cultural activities & arts 36 9.0 % 
 Access to quality shopping 32 8.0 % 
 Other 24 6.0 % 
 Total 1078 
 
 
 
Q25-14. Other 
 

• Accessibility provided by building 
• Asbury  
• Best of city and country vibe 
• Can't afford to move away 
• Close to Rockville were I use to work. 
• Easy access from our neighborhood to a RideOn bus route to Shady Grove Metro. 
• Easy access to major highways 
• Father moved family here, I inherited the paid off house. 
• House/neighborhood  
• I wanted to live where I live. 
• it was the nicest apartment at the time I needed an apartment. 
• Job 
• Lived here since birth  
• Location near my place of employment 
• Moved from my other residence due to death in family 
• Moved here when I was attending grad school at Universities at Shady Grove.  
• My in-laws live here and need help. 
• New Urbanist Development  
• No homeowners association 
• Older neighborhood with no Hoa, wide streets,  large yards, mature trees 
• proximity to my job 
• Quality of housing and neighborhood.  
• to get back to "country" after the over building in Bethesda.  
• We liked the house better than others. 
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Q26. Which THREE of the reasons for living in the City listed in Question 25 do you think should receive the 
MOST EMPHASIS from City leaders over the next TWO years? 
 
 Q26. Top choice Number Percent 
 Quality of public school system 80 20.0 % 
 Employment opportunity 26 6.5 % 
 Affordability of housing 84 20.9 % 
 Access to quality health care 10 2.5 % 
 Availability of cultural activities & arts 15 3.7 % 
 Proximity to Washington, DC Region 10 2.5 % 
 Safety & security 57 14.2 % 
 Availability of parks & recreation activities 13 3.2 % 
 Near family or friends 8 2.0 % 
 Access to quality shopping 7 1.7 % 
 Access to restaurants/entertainment 11 2.7 % 
 Diversity of residents 11 2.7 % 
 Availability of transportation options including public transit 
    (e.g., bus, train) 23 5.7 % 
 None chosen 46 11.5 % 
 Total 401 100.0 % 
 
   
 
 
 
Q26. Which THREE of the reasons for living in the City listed in Question 25 do you think should receive the 
MOST EMPHASIS from City leaders over the next TWO years? 
 
 Q26. 2nd choice Number Percent 
 Quality of public school system 34 8.5 % 
 Employment opportunity 22 5.5 % 
 Affordability of housing 39 9.7 % 
 Access to quality health care 18 4.5 % 
 Availability of cultural activities & arts 23 5.7 % 
 Proximity to Washington, DC Region 9 2.2 % 
 Safety & security 67 16.7 % 
 Availability of parks & recreation activities 24 6.0 % 
 Near family or friends 10 2.5 % 
 Access to quality shopping 22 5.5 % 
 Access to restaurants/entertainment 31 7.7 % 
 Diversity of residents 9 2.2 % 
 Availability of transportation options including public transit 
    (e.g., bus, train) 26 6.5 % 
 None chosen 67 16.7 % 
 Total 401 100.0 % 

2024 City of Gaithersburg Community Survey:  Findings Report

ETC Institute (2024) Page 106



  
 
 
 
Q26. Which THREE of the reasons for living in the City listed in Question 25 do you think should receive the 
MOST EMPHASIS from City leaders over the next TWO years? 
 
 Q26. 3rd choice Number Percent 
 Quality of public school system 25 6.2 % 
 Employment opportunity 28 7.0 % 
 Affordability of housing 32 8.0 % 
 Access to quality health care 25 6.2 % 
 Availability of cultural activities & arts 12 3.0 % 
 Proximity to Washington, DC Region 15 3.7 % 
 Safety & security 43 10.7 % 
 Availability of parks & recreation activities 25 6.2 % 
 Near family or friends 4 1.0 % 
 Access to quality shopping 27 6.7 % 
 Access to restaurants/entertainment 24 6.0 % 
 Diversity of residents 18 4.5 % 
 Availability of transportation options including public transit 
    (e.g., bus, train) 32 8.0 % 
 None chosen 91 22.7 % 
 Total 401 100.0 % 
 
   
 
 
 
SUM OF TOP 3 CHOICES 
Q26. Which THREE of the reasons for living in the City listed in Question 25 do you think should receive the 
MOST EMPHASIS from City leaders over the next TWO years? (top 3) 
 
 Q26. Sum of top 3 choices Number Percent 
 Quality of public school system 139 34.7 % 
 Employment opportunity 76 19.0 % 
 Affordability of housing 155 38.7 % 
 Access to quality health care 53 13.2 % 
 Availability of cultural activities & arts 50 12.5 % 
 Proximity to Washington, DC Region 34 8.5 % 
 Safety & security 167 41.6 % 
 Availability of parks & recreation activities 62 15.5 % 
 Near family or friends 22 5.5 % 
 Access to quality shopping 56 14.0 % 
 Access to restaurants/entertainment 66 16.5 % 
 Diversity of residents 38 9.5 % 
 Availability of transportation options including public transit 
    (e.g., bus, train) 81 20.2 % 
 None chosen 46 11.5 % 
 Total 1045 
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Q27. Which THREE of the following community issues do you think should be the City's top priorities over 
the next TWO years? 
 
 Q27. What community issues should be City's top 
 priorities over next two years Number Percent 
 Public Safety 208 51.9 % 
 Affordable Housing 189 47.1 % 
 Infrastructure Maintenance 133 33.2 % 
 Business Attraction & Retention 111 27.7 % 
 Social Services/Efforts to Alleviate Poverty 101 25.2 % 
 Retail/Commercial District Revitalization 96 23.9 % 
 Environmental Stewardship 86 21.4 % 
 Racial Equity, Diversity & Inclusion 49 12.2 % 
 Recreational/Cultural Amenities 48 12.0 % 
 Youth Outreach/Engagement 37 9.2 % 
 Voter Registration/Turnout 27 6.7 % 
 Other 10 2.5 % 
 Total 1095 
 
   
 
 
 
Q27-12. Other: 
 
 Q27-12. Other Number Percent 
 A new Senior Center 1 10.0 % 
 Traffic and traffic enforcement 1 10.0 % 
 Lakeforest Mall redevelopment 1 10.0 % 
 OLD TOWN NEEDS HELP 1 10.0 % 
 Put a cap on how much rent can be raised please 1 10.0 % 
 All of the above 1 10.0 % 
 Neighborhood parking a problem with multiple peoples and 
    homes 1 10.0 % 
 Green space and stop building 1 10.0 % 
 Quality of public school system 1 10.0 % 
 Forcing HOAs to follow their own bylaws 1 10.0 % 
 Total 10 100.0 % 
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Q28. Which of the following best describes your race/ethnicity? 
 
 Q28. Your race/ethnicity Number Percent 
 Asian or Asian Indian 81 20.2 % 
 Black or African American 63 15.7 % 
 American Indian or Alaska Native 2 0.5 % 
 White or Caucasian 157 39.2 % 
 Native Hawaiian or other Pacific Islander 1 0.2 % 
 Hispanic, Spanish, or Latino/a/x 100 24.9 % 
 Middle Eastern or North African 6 1.5 % 
 Another race 5 1.2 % 
 Total 415 
 

  
 
Q28-8. Which another race: 
 
 Q28-8. Self-describe your race/ethnicity Number Percent 
 More than one 1 20.0 % 
 Mixed 1 20.0 % 
 Asian Iranian 1 20.0 % 
 West Indian 1 20.0 % 
 Multiple races 1 20.0 % 
 Total 5 100.0 % 
 
   
 
 
Q29. Is English the primary language spoken in your home? 
 
 Q29. Is English the primary language spoken in your 
 home Number Percent 
 Yes 337 84.0 % 
 No 54 13.5 % 
 Not provided 10 2.5 % 
 Total 401 100.0 % 
 
  
 
WITHOUT “NOT PROVIDED” 
Q29. Is English the primary language spoken in your home? (without "not provided") 
 
 Q29. Is English the primary language spoken in your 
 home Number Percent 
 Yes 337 86.2 % 
 No 54 13.8 % 
 Total 391 100.0 % 
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Q29-2. What is the primary language? 
 
 Q29-2. What is the primary language spoken in your 
 home Number Percent 
 Spanish 21 38.9 % 
 Chinese 10 18.5 % 
 Arabic 3 5.6 % 
 Tagalog 3 5.6 % 
 French 2 3.7 % 
 Portuguese 2 3.7 % 
 Farsi 2 3.7 % 
 Korean 2 3.7 % 
 Urdu 2 3.7 % 
 Bulgarian 1 1.9 % 
 Ukrainian 1 1.9 % 
 Filipino 1 1.9 % 
 Amharic 1 1.9 % 
 Tamal 1 1.9 % 
 Hindi 1 1.9 % 
 Vietnamese 1 1.9 % 
 Total 54 100.0 % 
 
   
 
 
 
Q30. Including yourself, how many people in your household are... 
 
 Mean Sum 
 
number 2.5 954 
 
Under age 10 0.3 102 
 
Ages 10-19 0.2 88 
 
Ages 20-34 0.5 179 
 
Ages 35-54 0.6 246 
 
Ages 55-74 0.7 262 
 
Ages 75+ 0.2 77 
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Q31. In what type of residence do you live? 
 
 Q31. In what type of residence do you live Number Percent 
 Single family home 181 45.1 % 
 Townhome 123 30.7 % 
 Apartment or condominium 80 20.0 % 
 Other 3 0.7 % 
 Not provided 14 3.5 % 
 Total 401 100.0 % 

 
 
WITHOUT “NOT PROVIDED” 
Q31. In what type of residence do you live? (without "not provided") 
 
 Q31. In what type of residence do you live Number Percent 
 Single family home 181 46.8 % 
 Townhome 123 31.8 % 
 Apartment or condominium 80 20.7 % 
 Other 3 0.8 % 
 Total 387 100.0 % 
 

  
 
Q31-4. Other: 
 
 Q31-4. Other Number Percent 
 Care Community 1 33.3 % 
 Duplex 1 33.3 % 
 Group home 1 33.3 % 
 Total 3 100.0 % 

  
 
 
Q32. Do you own or rent your home? 
 
 Q32. Do you own or rent your home Number Percent 
 Own 275 68.6 % 
 Rent 121 30.2 % 
 Not provided 5 1.2 % 
 Total 401 100.0 % 
 
 
WITHOUT “NOT PROVIDED” 
Q32. Do you own or rent your home? (without "not provided") 
 
 Q32. Do you own or rent your home Number Percent 
 Own 275 69.4 % 
 Rent 121 30.6 % 
 Total 396 100.0 % 
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Q33. Approximately how many years have you lived in the City of Gaithersburg? 
 
 Q33. How many years have you lived in City of 
 Gaithersburg Number Percent 
 0-5 90 22.4 % 
 6-10 52 13.0 % 
 11-15 42 10.5 % 
 16-20 40 10.0 % 
 21-30 66 16.5 % 
 31+ 91 22.7 % 
 Not provided 20 5.0 % 
 Total 401 100.0 % 
 
   
 
WITHOUT “NOT PROVIDED” 
Q33. Approximately how many years have you lived in the City of Gaithersburg? (without "not provided") 
 
 Q33. How many years have you lived in City of 
 Gaithersburg Number Percent 
 0-5 90 23.6 % 
 6-10 52 13.6 % 
 11-15 42 11.0 % 
 16-20 40 10.5 % 
 21-30 66 17.3 % 
 31+ 91 23.9 % 
 Total 381 100.0 % 
 
  
 
Q34. Your gender: 
 
 Q34. Your gender Number Percent 
 Man 192 47.9 % 
 Woman 196 48.9 % 
 Transgender 1 0.2 % 
 Non-binary/Non-conforming 3 0.7 % 
 Prefer not to say 9 2.2 % 
 Total 401 100.0 % 
 
 
WITHOUT “PREFER NOT TO SAY” 
Q34. Your gender: (without "prefer not to say") 
 
 Q34. Your gender Number Percent 
 Man 192 49.0 % 
 Woman 196 50.0 % 
 Transgender 1 0.3 % 
 Non-binary/Non-conforming 3 0.8 % 
 Total 392 100.0 % 
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Q35. Do you identify as a member of the LGBTQ+ community? 
 
 Q35. Do you identify as a member of LGBTQ+ 
 community Number Percent 
 Yes 31 7.7 % 
 No 343 85.5 % 
 Not provided 27 6.7 % 
 Total 401 100.0 % 

 
 
 
WITHOUT “NOT PROVIDED” 
Q35. Do you identify as a member of the LGBTQ+ community? (without "not provided") 
 
 Q35. Do you identify as a member of LGBTQ+ 
 community Number Percent 
 Yes 31 8.3 % 
 No 343 91.7 % 
 Total 374 100.0 % 
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City of Gaithersburg  ●  31 South Summit Avenue, Gaithersburg, Maryland  20877-2038 
301-258-6300 ●  FAX 301-948-6149  ●  cityhall@gaithersburgmd.gov  ● gaithersburgmd.gov 

_________________________________________________________________________________________________ 
 
          MAYOR                                                        COUNCIL MEMBERS                                          CITY MANAGER 
      Jud Ashman                                                               Neil Harris                                                   Tanisha R. Briley 

Lisa Henderson 
Yamil Hernández  

Jim McNulty 
Robert T. Wu 

 

 
August 8, 2024 
 
 
Dear City of Gaithersburg Resident,  
 
As your Mayor, I want to thank you for your continued commitment to the City of 
Gaithersburg. We are the greatest City in the world because of our residents. The summer 
often brings a time of reflection and planning – a time to consider new goals and 
opportunities. Like you, we’re using this time to plan for our community’s future, and I’d 
like to invite you into that process.   
 
What can we do better? What is going well? Let your voice be heard by completing and 
returning the enclosed survey. Your responses will allow the Mayor and City Council and 
City staff, to identify and address many of our community's opportunities and challenges 
and help us better align our priorities. 
 
The enclosed survey should only take 10 to 15 minutes to complete. Your responses will 
remain confidential, and the results will be analyzed by ETC Institute, an independent firm 
specializing in market research for governmental organizations. ETC Institute will present 
the survey results to the Mayor and City Council, and the results will be available on the 
City’s website.  
 
Please return the completed survey in the enclosed postage‐paid envelope within the next 
week.  If you prefer, you can complete the survey online at gaithersburgsurvey.org. 
 
If you have any questions, please contact the City Manager’s Office at 
cityhall@gaithersburgmd.gov or 301-258-6310. Thank you for your feedback and for 
making Gaithersburg the greatest City in the world.  
 
 
Sincerely,  
 
 
 
Jud Ashman, Mayor  
City of Gaithersburg 
 
 

mailto:cityhall@gaithersburgmd.gov
http://www.gaithersburgmd.gov/
mailto:cityhall@gaithersburgmd.gov
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2024 City of Gaithersburg Community Survey 
Please take a few minutes to complete this survey. Your input is an important part of the City's 
ongoing effort to involve residents in long-range planning and improving the quality of City 
services. If you have questions, please email cityhall@gaithersburgmd.gov or call the City 
Manager's Office at (301) 258-6310. Thank you! 

 

1. Major Categories of City Services. Please rate your overall satisfaction with major categories of 
services provided by the City of Gaithersburg on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied." 

 Overall Ratings for Major City Services Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

01. Overall quality of police services 5 4 3 2 1 9 
02. Overall quality of City parks and recreation programs and facilities 5 4 3 2 1 9 
03. Overall maintenance of City streets, sidewalks, and infrastructure 5 4 3 2 1 9 
04. Overall enforcement of City codes and ordinances 5 4 3 2 1 9 
05. Overall effectiveness of economic development 5 4 3 2 1 9 
06. Overall quality of customer service you receive from City employees 5 4 3 2 1 9 
07. Overall effectiveness of City communication with the public 5 4 3 2 1 9 
08. Overall quality of recycling, yard waste, bulky items collection 5 4 3 2 1 9 
09. Overall efforts to conserve energy and protect the environment 5 4 3 2 1 9 
10. Overall flow of traffic and ease of getting around within Gaithersburg 5 4 3 2 1 9 
11. Overall quality of City buildings and facilities 5 4 3 2 1 9 

2. Which THREE of the Major Categories of City Services should receive the MOST EMPHASIS from 
City leaders over the next TWO YEARS? [Write in your answers below using the numbers from the list 
in Question 1.] 

1st: ____ 2nd: ____ 3rd: ____ 

3. Perceptions of the City. Please rate your satisfaction with each of the following items that may 
influence your perception of the City of Gaithersburg on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied." 

 Quality of Life Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

01. Overall quality of services provided by the City 5 4 3 2 1 9 
02. Overall image or reputation of the City 5 4 3 2 1 9 
03. Overall appearance of the City 5 4 3 2 1 9 
04. Overall quality of your neighborhood 5 4 3 2 1 9 
05. Overall quality of the natural environment in the City 5 4 3 2 1 9 
06. Overall quality of commercial/shopping areas in the City 5 4 3 2 1 9 
07. Overall quality of City-sponsored special events and festivals 5 4 3 2 1 9 
08. Overall sense of community 5 4 3 2 1 9 

09. Openness and acceptance of the community toward people of 
diverse backgrounds 5 4 3 2 1 9 

10. Leadership provided by City of Gaithersburg elected officials 5 4 3 2 1 9 
11. Effectiveness of local government managers and appointed staff 5 4 3 2 1 9 
12. Overall value you receive for City taxes and fees 5 4 3 2 1 9 

4. Please rate the City of Gaithersburg on a scale of 1 to 5, where 5 means "Excellent" and 1 means 
"Poor" with regard to each of the following. 

 Ratings of the City Excellent Good Neutral Below Average Poor Don't Know 
1. As a place to live 5 4 3 2 1 9 
2. As a place to raise children 5 4 3 2 1 9 
3. As a place to visit 5 4 3 2 1 9 
4. As a place to work 5 4 3 2 1 9 
5. As a place to retire 5 4 3 2 1 9 
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5. Customer Service. Have you contacted the City with a question, problem, or complaint during the 
past 12 months? 
____(1) Yes [Answer Q5a-c.] ____(2) No [Skip to Q6.] 

5a. Which City department did you contact most recently? 
____(01) Public Works (street maintenance, 

 recycling yard waste, trees, stormwater) 
____(02) Police Department 
____(03) Mayor and City Council 
____(04) Office of the City Manager 
____(05) City Hall General Number 
____(06) Communications and Public Engagement 

 (public information, website) 

____(07) Planning & Code Administration (building 
 permits, zoning/land use) 

____(08) Community, Neighborhood and Housing 
 Services (social services assistance, 
 landlord/tenant issues, property maintenance 
 complaints, housing needs) 

____(09) Parks, Recreation & Culture 
____(10) Other:   

5b. How easy was it to contact the person you needed to reach in the Department you listed 
in Question 5a? 
____(4) Very easy 
____(3) Somewhat easy 

____(2) Difficult 
____(1) Very difficult 

____(9) Don't know 

5c. Several factors that may influence your perception of the quality of customer service you 
receive from City employees are listed below. For each item, please rate how often the 
employees you have contacted during the past year have displayed the behavior described 
on a scale of 1 to 5, where 5 means "Always" and 1 means "Never." 

 Behavior Always Usually Sometimes Seldom Never Don't Know 
1. They were courteous and polite 5 4 3 2 1 9 

2. They gave prompt, accurate, and complete answers to 
questions 5 4 3 2 1 9 

3. They did what they said they would do in a timely manner 5 4 3 2 1 9 
4. They helped you resolve an issue to your satisfaction 5 4 3 2 1 9 

6. Economic Development and Housing. Please rate your satisfaction on a scale of 1 to 5, where 5 
means "Very Satisfied" and 1 means "Very Dissatisfied", with the following areas of development 
and redevelopment in the City of Gaithersburg. 

 Economic Development and Housing Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

01. Availability of a variety of housing options 5 4 3 2 1 9 
02. Availability of affordable quality housing 5 4 3 2 1 9 
03. Overall quality of new residential development 5 4 3 2 1 9 
04. Overall quality of new retail development (stores, restaurants, etc.) 5 4 3 2 1 9 

05. Diversity of existing retail, restaurant and other commercial 
businesses 5 4 3 2 1 9 

06. Efforts to improve existing commercial areas and corridors 5 4 3 2 1 9 

07. Overall level of economic vitality throughout the City's commercial 
areas 5 4 3 2 1 9 

08. Efforts to attract new businesses to the City 5 4 3 2 1 9 
09. Ability to retain existing businesses in the City 5 4 3 2 1 9 
10. Efforts to manage and plan for growth/development of the City 5 4 3 2 1 9 

7. Which THREE of the Development and Housing items listed above should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? [Write in your answers below using the 
numbers from the list in Question 6.] 

1st: ____ 2nd: ____ 3rd: ____ 
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8. Maintenance Services. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied", with the following services provided by the City. 

 Maintenance Services Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

01. Maintenance of major City streets 5 4 3 2 1 9 
02. Maintenance of streets in your neighborhood 5 4 3 2 1 9 
03. Snow removal on major City streets 5 4 3 2 1 9 
04. Snow removal on streets in your neighborhood 5 4 3 2 1 9 
05. Maintenance of sidewalks in the City 5 4 3 2 1 9 

06. Mowing and trimming along City streets and other public 
areas 5 4 3 2 1 9 

07. Overall cleanliness of City streets and other public areas 5 4 3 2 1 9 
08. Adequacy of City street lighting 5 4 3 2 1 9 

09. Tree trimming and urban forestry along City streets and 
other public areas 5 4 3 2 1 9 

10. Maintenance of City buildings and facilities 5 4 3 2 1 9 

9. Which THREE of the Maintenance services listed above do you think should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? [Write in your answers below using the 
numbers from the list in Question 8.] 

1st: ____ 2nd: ____ 3rd: ____ 

10. Solid Waste Services. For each of the items listed below, please rate your satisfaction on a scale 
of 1 to 5, where 5 means "Very Satisfied" and 1 means "Very Dissatisfied." 

 Solid Waste Services Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

1. Curbside recycling services 5 4 3 2 1 9 
2. Yard waste (leaves, brush, etc.) removal services 5 4 3 2 1 9 
3. Bulky item pick up services 5 4 3 2 1 9 
4. Compost drop-off facilities 5 4 3 2 1 9 

11. Which TWO of the Solid Waste services listed above should receive the MOST EMPHASIS from 
City leaders over the next TWO YEARS? [Write in your answers below using the numbers from the list 
in Question 10.] 

1st: ____ 2nd: ____ 

12. Police Services. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very Satisfied" 
and 1 means "Very Dissatisfied", with the following public safety services provided by the City of 
Gaithersburg. 

 Police Services Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

1. The visibility of police in neighborhoods 5 4 3 2 1 9 
2. The visibility of police in commercial/retail areas 5 4 3 2 1 9 
3. The City's efforts to prevent crime 5 4 3 2 1 9 
4. How quickly police respond to emergencies 5 4 3 2 1 9 
5. Enforcement of local traffic laws 5 4 3 2 1 9 
6. Police-related education programs 5 4 3 2 1 9 
7. Overall quality of police services 5 4 3 2 1 9 

13. Which THREE of the Public Safety services listed above should receive the MOST EMPHASIS 
from City leaders over the next TWO YEARS? [Write in your answers below using the numbers from 
the list in Question 12.] 

1st: ____ 2nd: ____ 3rd: ____ 
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14. Feeling of Safety. On a scale of 1 to 5, where 5 means "Very Safe" and 1 means "Very Unsafe", 
please rate how safe you feel in the following situations. 

 Feeling of Safety Very Safe Safe Neutral Unsafe Very Unsafe Don't Know 
1. In your neighborhood during the day 5 4 3 2 1 9 
2. In your neighborhood at night 5 4 3 2 1 9 
3. In City parks 5 4 3 2 1 9 
4. In commercial and retail areas during the day 5 4 3 2 1 9 
5. In commercial and retail areas at night 5 4 3 2 1 9 
6. Overall feeling of safety in Gaithersburg 5 4 3 2 1 9 

15. Code Enforcement. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied", with the following. 

 Enforcement of City Codes and Ordinances Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

1. Enforcing the clean-up of litter and debris on private 
property 5 4 3 2 1 9 

2. Enforcing the mowing and cutting of weeds and tall grass 
on private property 5 4 3 2 1 9 

3. Enforcing snow and ice removal on sidewalks 5 4 3 2 1 9 
4. Enforcing the exterior maintenance of residential property 5 4 3 2 1 9 
5. Enforcing the exterior maintenance of business property 5 4 3 2 1 9 
6. Animal control 5 4 3 2 1 9 

16. Which TWO of the Code Enforcement services listed above should receive the MOST EMPHASIS 
from City leaders over the next TWO YEARS? [Write in your answers below using the numbers from 
the list in Question 15.] 

1st: ____ 2nd: ____ 

17. Transportation and Mobility. Please rate your satisfaction on a scale of 1 to 5, where 5 means 
"Very Satisfied" and 1 means "Very Dissatisfied", with the following aspects of transportation in 
the City of Gaithersburg. 

 Transportation and Mobility Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

1. Ease of getting around within the City on roadways 5 4 3 2 1 9 
2. Ease of getting around within the City on sidewalks/paths 5 4 3 2 1 9 

3. How well the traffic signal system provides for efficient 
travel 5 4 3 2 1 9 

4. Availability of public parking 5 4 3 2 1 9 
5. Availability of public transportation 5 4 3 2 1 9 
6. Ease of travel by bicycle 5 4 3 2 1 9 
7. Availability of pathways for walking or biking 5 4 3 2 1 9 
8. Availability of sidewalks 5 4 3 2 1 9 

18. Which THREE of the Transportation and Mobility items listed above should receive the MOST 
EMPHASIS from City leaders over the next TWO YEARS? [Write in your answers below using the 
numbers from the list in Question 17.] 

1st: ____ 2nd: ____ 3rd: ____ 
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19. Parks, Recreation and Culture. Please rate your satisfaction on a scale of 1 to 5, where 5 means 
"Very Satisfied" and 1 means "Very Dissatisfied", with the following aspects of parks and 
recreation in the City of Gaithersburg. 

 Parks, Recreation and Culture Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

01. Appearance and maintenance of City parks 5 4 3 2 1 9 
02. Proximity of your home to City parks and green spaces 5 4 3 2 1 9 
03. Number of walking and biking trails 5 4 3 2 1 9 
04. Quality of outdoor athletic fields 5 4 3 2 1 9 
05. Youth recreation opportunities 5 4 3 2 1 9 
06. Adult recreation opportunities 5 4 3 2 1 9 
07. Older-adult recreation opportunities 5 4 3 2 1 9 

08. City sponsored special events (Book Festival, 
SummerFest, Labor Day Parade, Winter Lights, etc.) 5 4 3 2 1 9 

09. Youth athletic programs 5 4 3 2 1 9 
10. Adult athletic programs 5 4 3 2 1 9 
11. Overall variety of programs, classes and activities offered 5 4 3 2 1 9 
12. Quality of arts and culture programs and activities 5 4 3 2 1 9 
13. Quality of instructors and coaches 5 4 3 2 1 9 
14. Ease of registering for programs 5 4 3 2 1 9 
15. Fees charged for recreation programs 5 4 3 2 1 9 

20. Which FOUR of the Parks, Recreation and Cultural services listed above do you think should 
receive the MOST EMPHASIS from City leaders over the next TWO YEARS? [Write in your answers 
below using the numbers from the list in Question 19.] 

1st: ____ 2nd: ____ 3rd: ____ 4th: ____ 

21. Are there any parks and recreation programs or facilities that you think the City should provide 
that are not currently offered by the City? 

1st suggestion: __________________________________ 2nd suggestion: __________________________________ 

22. Please check all of the following facilities in the City of Gaithersburg that you or members of your 
households have visited or used during the past 12 months. [Check all that apply.] 
____(01) A City park 
____(02) Activity center at Bohrer Park 
____(03) Arts Barn 
____(04) Olde Towne or Robertson Youth Center 
____(05) Gaithersburg Waterpark at Bohrer Park 
____(06) Skate Park 

____(07) Aquatic Center (at Gaithersburg Middle School) 
____(08) Mini Golf Course 
____(09) Kentlands Mansion 
____(10) Benjamin Gaither Center 
____(11) Casey Community Center 
____(12) Community Museum 

23. City Communications. Please rate your satisfaction on a scale of 1 to 5, where 5 means "Very 
Satisfied" and 1 means "Very Dissatisfied", with the following aspects of communication provided 
by the City of Gaithersburg. 

 City Communications Very 
Satisfied Satisfied Neutral Dissatisfied Very 

Dissatisfied Don't Know 

1. Ease of access to information about City programs and 
services 5 4 3 2 1 9 

2. City's efforts to keep you informed about local issues 5 4 3 2 1 9 
3. The level of public involvement in local decision making 5 4 3 2 1 9 
4. The level of public involvement in the City's budget process 5 4 3 2 1 9 
5. The quality of City newsletters 5 4 3 2 1 9 
6. The usefulness of the City's web page - gaithersburg.gov 5 4 3 2 1 9 
7. The usefulness of the inGaithersburg Magazine 5 4 3 2 1 9 

8. Ease of reporting a concern or asking a question of City 
staff or officials 5 4 3 2 1 9 
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24. Communications. Which of the following sources do you currently use to get information about 
City of Gaithersburg? [Check all that apply.] 
____(1) InGaithersburg Magazine 
____(2) City E-Newsletter 
____(3) City Website 

____(4) City Cable Channel 
____(5) City Facebook, X (Twitter), or Instagram 
____(6) Other:   

25. There are many reasons why you may have decided to live in the City of Gaithersburg. From the 
following list, please check the THREE most important factors impacting your decision to live in 
Gaithersburg. 
____(01) Quality of public school system 
____(02) Employment opportunity 
____(03) Affordability of housing 
____(04) Access to quality health care 
____(05) Availability of cultural activities and the arts 
____(06) Proximity to the Washington, DC Region 
____(07) Safety and security 
____(08) Availability of parks and recreation activities 

____(09) Near family or friends 
____(10) Access to quality shopping 
____(11) Access to restaurants/entertainment 
____(12) Diversity of residents 
____(13) Availability of transportation options 

 including public transit (e.g., bus, train) 
____(14) Other:   

26. Which THREE of the reasons for living in the City listed in Question 25 do you think should receive 
the MOST EMPHASIS from city leaders over the next TWO years? [Write in your answers below 
using the numbers from the list in Question 25.] 

1st: ____ 2nd: ____ 3rd: ____ 

27. Which THREE of the following community issues do you think should be the City's top priorities 
over the next TWO years? 
____(01) Affordable Housing 
____(02) Public Safety 
____(03) Racial Equity, Diversity & Inclusion 
____(04) Environmental Stewardship 
____(05) Infrastructure Maintenance 
____(06) Youth Outreach/Engagement 

____(07) Voter Registration/Turnout 
____(08) Retail/Commercial District Revitalization 
____(09) Business Attraction and Retention 
____(10) Recreational/Cultural Amenities 
____(11) Social Services/Efforts to Alleviate Poverty 
____(12) Other:   

DEMOGRAPHICS 

The City of Gaithersburg would like to have survey results that reflect the rich diversity of the community. Responses to the following 
questions will help us understand if everyone in the community is represented in the survey sample. 

28. Which of the following best describes your race/ethnicity? [Check all that apply.] 
____(01) Asian or Asian Indian 
____(02) Black or African American 
____(03) American Indian or Alaska Native 
____(04) White or Caucasian 

____(05) Native Hawaiian or other Pacific Islander 
____(06) Hispanic, Spanish, or Latino/a/x 
____(07) Middle Eastern or North African 
____(99) Another Race:  

29. Is English the primary language spoken in your home? 
____(1) Yes ____(2) No (What is the primary language?  ) 

30. Including yourself, how many people in your household are… 
Under age 10: ____ 
Ages 10-19: ____ 

Ages 20-34: ____ 
Ages 35-54: ____ 

Ages 55-74: ____ 
Ages 75+: ____ 

31. In what type of residence do you live? 
____(1) Single family home 
____(2) Townhome 

____(3) Apartment or condominium 
____(4) Other:   

32. Do you own or rent your home? ____(1) Own ____(2) Rent 
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33. Approximately how many years have you lived in the City of Gaithersburg? ______ years 

34. Your gender: 
____(1) Man 
____(2) Woman 

____(3) Transgender 
____(4) Non-binary/Non-conforming 

____(5) Prefer Not to Say 
____(6) Another:   

35. Do you identify as a member of the LGBTQ+ community? ____(1) Yes ____(2) No 

36. Do you have any other suggestions for improving the quality of City services? If so, please write 
your suggestion in the space provided below. 

  

  

  

37. OPTIONAL: Would you like to participate in future on-line surveys or would you be willing to 
attend focus groups that are sponsored by the City of Gaithersburg? 
____(1) Yes [Please answer Question 37a.] ____(2) No 

37a. Please provide your contact information. 

Your Name:   

Phone:   

Your Email Address:   

This concludes the survey. Thank you for your time! 
Please return your completed survey in the enclosed postage-paid envelope addressed to: 

ETC Institute, 725 W. Frontier Circle, Olathe, KS 66061 

Your responses will remain completely confidential. The 
information printed on the lower right will ONLY be used 
to help identify your area of the City. If your address is not 
correct, please provide the correct information. Thank you. 
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