City Council
Committee of the Whole

AGENDA

March 16, 2015 6:30 pm —10:00 pm

Call to Order

Public Comment

Note: This is an opportunity for the public to address the Council. Three-minutes limit per person or
five-minutes if representing the official position of a recognized community organization. If you would
like to show a video or PowerPoint, it must be submitted or emailed by 5 pm, the end of the business
day, to the City Clerk, Melonie Anderson at manderson@sammamish.us

Topics
e Discussion: Solid Waste
e Update: Eastside Fire & Rescue
e Discussion: Eastside Fire & Rescue Non-Profit Formation

e Discussion: Regional Fire Authority

Executive Session — If necessary

Adjournment

City Council meetings are wheelchair accessible. American Sign Language (ASL) interpretation
is available upon request. Please phone (425) 295-0500 at least 48 hours in advance.
Assisted Listening Devices are also available upon request.


mailto:manderson@sammamish.us
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Memorandum

Date: March 12, 2015

To: Ben Yazici, City Manager
From: Beth Goldberg, Director of Administrative Services
Re: Solid Waste Presentation at the March 16, 2015 COW Meeting

At the March 16, 2015 Committee of the Whole (COW) meeting, | will be making two
presentations to the Council related to solid waste services in the City of Sammamish. The first
presentation will cover the results of the recent customer survey.! Stuart Elway of Elway
Research, Inc., who conducted the survey on behalf of the City, will join me in making this
presentation. The second presentation will focus on the bid parameters for the upcoming solid
waste cost-based competitive procurement process. Jeff Brown of Epicenter Services, LLC, who
is assisting us through the competitive procurement process, will join me for this presentation.
The purpose of this memorandum is to provide you some background information in advance of
the presentations.

Background

The franchise agreements through which Sammamish residents and businesses receive solid
waste collections services expires on December 31, 2016, offering Sammamish its first
opportunity to secure a new solid waste collections contract since the City incorporated in 1999.

In September 2014, the City Council unanimously passed Resolution R2014-596 directing the
City Manager to use “a cost-based competitive bidding process” to award the new solid waste
collections contract. The goal is to award the new contract by December 31, 2015 to give the
new hauler time to prepare to deliver services to Sammamish residents and businesses effective
January 1, 2017.

! Note: The survey asked respondents their opinions about solid waste and cable services in the City of
Sammamish. At the March 16 COW meeting, we will only be discussing the results of the solid waste
portion of the survey. We will present the cable results at a later City Council meeting, allowing time for a
fuller discussion about cable services in the City of Sammamish.
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Customer Survey

On January 6, 2015, Council authorized the City Manager to enter into a contract with Elway
Research, Inc. to conduct a customer survey. Elway Research is a Seattle-based company that
has conducted public opinions surveys for organizations throughout the region since 1975.
Elway Research conducted two surveys on behalf of the City of Sammamish — one that sought
the opinions of residents and the other that sought the opinions of commercials entities,
including non-profits and schools.

Elway Research obtained the opinions of 458 randomly selected residents — 228 by telephone
and 230 online — and 20 commercial entities. Highlights of the residential results include:

e Overall Satisfaction: Users are generally satisfied with the garbage and recycling
services offered in Sammamish.

e Recycling: About half of the residents responding (52%) indicate they are unwilling to
pay a “slightly higher rate” to be able to recycle more materials; while only 24%
indicated they would be willing and another 24% indicated the “might” be willing.

e Bear-Resistant Cans: One-third of respondents indicate that they have had a problem
with animals getting into their garbage, but only 1 in 10 respondents indicated that they
are willing to pay more for bear-resistant containers.

e Year-Round Yard Debris and Food Waste: A majority of respondents (62%) indicated
that they are not likely to use weekly yard and food waste collection services if it were
offered in the winter months, although current subscribers to the service are more likely
than non-subscribers to use the service, with 44% of current subscribers indicating an
interest in the service.

e Mandatory Yard Debris and Food Collection: In weighing a proposal to combine
garbage, recycling and yard/food waste collection into a single-billed service, a majority
of residents found pro and con arguments “very significant.” Lower cost to customers
(pro argument) was rated significant by 56% of respondents. Helping the environment
(pro argument) was rated significant by 52% of respondents. Forcing non-users to pay
(con argument) was rated significant by 54% of respondents.

e Priority for the Next Solid Waste Contract: At 46%, respondents indicated by a wide
margin that cost is their top priority in a new solid waste contract. The next highest
priority, at 21%, was reliability, followed by environmental impact (16%); types of
materials accepted for recycling (16%); and customer service (3%).

In addition to the formal survey process overseen by Elway Research, the City also offered
residents the opportunity to provide feedback on the City website. We are referring to this as
an “informal” survey as this approach did not allow for the controls required to produce
statistically valid results. The City received 479 responses to the “informal” survey. With a few
modest exceptions, the results from the “informal” survey largely reflect the results we received
from the formal survey. The most notable exception is the responses to the question about
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whether residents are interested in “paying a slightly higher rate” to recycle more types of
materials, where fewer respondents expressed opposition to this idea. That said, neither survey
instrument shows overwhelming support for the idea. The two charts below demonstrate the
differences in the responses to this question between the two survey platforms.

Elway Survey: Informal Survey:
Willingness to Pay More to Willingness to Pay More to
Recycle More Materials Recycle More Materials

=

The results of the Elway surveys and the informal survey are attached to this memo.

Cost-Based Competitive Procurement Process

Following Council’s direction to engage in a cost-based competitive procurement process to
award the City’s first solid waste collections contract, staff has been working with Jeff Brown of
Epicenter Services to develop the parameters for the Request For Bid (RFB) document to which
potential haulers will respond with their proposals. The RFB parameters are critical as the RFB
process provides limited opportunity to alter the mix of service once the bids are submitted.
Rather, the City will award the contract to the lowest bidder whose proposal meets all of the
requirements of the RFB.

Staff is seeking Council input and direction on a number of key policy areas in order to frame the
service expectations that will be outlined in the RFB.

Before describing these policy areas, it's important to understand several key underlying
concepts. Sammamish, along with most other King County cities, are part of the King County
Solid Waste system, which means Sammamish’s garbage is disposed of at the Cedar Hills Landfill
and we are participants in the King County Solid Waste Comprehensive Plan.? The King County
Solid Waste Comprehensive Plan sets a target of a 70% recycling rate by 2020. This recycling
rate is key in preserving (and potentially extending) the useful life of the Cedar Hills Landfill,
which is currently forecast to be full in 2030. Cedar Hills is the least expensive method of

2 State law requires all jurisdictions to adopt a solid waste comprehensive plan. Sammamish and most
other cities in King County satisfy this requirement by adopting and participating in the King County Solid
Waste Comprehensive Plan.
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disposing garbage. Once the landfill is full, King County and its partner cities will need to identify
an alternate means or locations to dispose of trash, all of which are forecast to be more
expensive than Cedar Hills. Unfortunately, the region has not yet met the 70% recycling goal.
The chart below shows Sammamish’s garbage and recycling statistics relative to the overall King

County average and nearby cities.

Garbage Recycling
(Ibs/customer/ Rate (incl. Recycling Rate
week) organics) (excl. organics)
Bellevue 23 65% 39%
Issaquah 21 56% 38%
Redmond 29 60% 36%
Sammamish 26 57% 35%
King Co Average
(Excl Seattle) 24 57% 33%

Contract design, including the frequency of recycling and yard and food waste (aka organics)

collections, rate design (whether or not the costs of recycling and organics are

included/embedded in the base garbage bill) and incentive pricing (cost of service versus
incentive pricing), and other policies can influence garbage disposal and recycling and organics
disposal rate. While not an exhaustive list of the differences among the contracts, the charts
below highlight a few characteristics of the contracts in place for Sammamish and its

neighboring cities.

Collection Frequency

Organics Organics
Recycling (Spring - Fall) (Winter)
Bellevue w w w
Issaquah w w w
Redmond w w EOW
Sammamish W(R)/EOW(WM) w EOW
Every Other Week (EOW); Weekly (W); Republic (R); Waste Mgmt (WM)
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Rate Design
Recycling Organics
Embedded Embedded
Bellevue Y Y
Issaquah Y Y
Redmond Y Y
Sammamish Y N

The parameters of Sammamish’s next (first) solid waste collections contract may influence
Sammamish’s garbage disposal and waste diversion statistics. At the March 16 COW meeting,
staff is seeking policy direction from Council on a number of contract elements, including:

Bear-Resistant Carts: Staff recommends that the new contract give residents the option of
using bear-resistant carts. Assuming Council agrees, staff needs direction from Council as to
whether the cost of this service should be subsidized. There are two variables that increase the
cost of this service: (1) the carts themselves are more expensive and (2) it will take the haulers a
longer time to service bear-resistance carts because the haulers have to stop and physically
unlock each bear-resistant cart. On grounds that this is an issue of public safety, many
jurisdictions that offer bear-resistant carts provide some level of subsidy for this service to
reduce the cost to the customer, which can lead to wide differences in the cost. For example,
the additional monthly charge to customers in Issaquah for bear-carts is $1.50, while Bellevue
charges customers $5.00 per month.

Recycling: Assuming there are no objections from Council, the RFB will require Sammamish’s
next solid waste hauler to harmonize recycling pick-up frequency throughout the City. The RFB
will ask bidders to provide a base price that assumes weekly recycling service throughout the
City. It will also ask the bidders to provide an alternate pricing proposal that would assume
every other week pick-up. This approach will allow staff to bring the two options back to
Council once the bids are received and for Council to make a decision on the frequency of
recycling services with the actual pricing implications in hand.

In addition, the RFB will also bidders to submit pricing options for expanded recycled materials
collections. Once the bids are received, Council will have the option to decide whether to
expand the types of recycled materials collected based on the actual price implications.

Yard and Food Waste (Organics): Sammamish’s current solid waste contracts provide weekly
organics pick-up from March — November and every other week (EOW) December — February.
Furthermore, the service is optional (i.e. not included/embedded, as is the case for recycling, in
the basic monthly fee). Assuming there are no objections from Council, the RFB will ask bidders
to assume a status quo service mix (i.e. weekly pick-up March — November; EOW pick-up
December — February; and an optional service) as part of the base bid. The RFB will also require
bidders to submit pricing scenarios for year-round weekly pick-up; year-round EOW pick up; and
embedded service as part of their bid packages. This information will allow staff to bring
options for the service configuration back to Council for a decision once the bids are received.
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Rate Methodology: Under the current Sammamish solid waste contracts, customers are
charged on a “cost of service” basis, meaning the actual costs (or a close proximity) of the
service are charged to the customers. This rate methodology is also used by Bellevue. Some
jurisdictions use a form of incentive pricing whereby the costs at lower levels of service (i.e.
smaller garbage carts) are artificially low for smaller carts and costs are disproportionately
higher for larger carts. This type of pricing methodology, which is used by Redmond for
example, may influence behavior by encouraging customers to divert waste through recycling
and disposal of organics in favor of using smaller garbage carts. Alternatively, a jurisdiction can
use a rate methodology that is a hybrid of the two approaches. Issaquah uses a hybrid pricing
structure. Staff is seeking direction from Council on March 16 on its rate methodology
preferences.

Staff will explain in greater detail all of these concepts on March 16 and is available to respond
to Council questions. Once the policy direction is received, staff will incorporate the parameters
in the bid documents.

cc: Community Survey: Solid Waste & Cable Services Satisfaction
Citizen Survey: Solid Waste & Cable Services Performance — Crosstabulation Tables
Informal Survey Results
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February 2015
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City of Sammamish

Community Survey:
Solid Waste & Cable Services Satisfaction

February 2015

INTRODUCTION

This report summarizes the results of a survey of Sammamish residents,
conducted on behalf of the City of Sammamish, to evaluate the performance of
solid waste services and cable services provided in the city. The primary objective
was to understand resident perspectives in advance of the contract renewal
process for these services.

The survey was conducted by telephone and online between January 24 and
February 7, 2015. The sample was drawn at random from households in the city.
Interviews were conducted with the male or female head of household. A total of
458 heads of household were interviewed: 228 by telephone and 230 online.

Survey respondents were asked about:

» The "city garbage and recycling service," including questions about their level of
satisfaction with the overall service, specific aspects of the collection service
and their experience with customer service representatives. They were also
asked about their willingness to pay higher fees for additional services.

« Food and yard waste service, including their opinions about various options for
expanded service, and their priorities for the new solid waste contract.

» Cable service, including utilization and satisfaction with their cable provider.

Demographic information was also collected so as to compare and contrast
answers. The full questionnaire is included in the appendix of this report.

The survey was designed and administered by Elway Research, Inc. The
guestionnaire was designed in collaboration with representatives of the city.

The report includes Key Findings, followed by annotated graphs summarizing the
response to each question. Crosstabulation tables are presented in the appendix.

A companion survey of city businesses covering topics similar to the residential
survey was conducted at the same time. A total of 20 businesses responded to
the online survey; 16 businesses completed it. These results are summarized in
the Key Findings section of this report; the complete results are in the Appendix.

FEB 2015 ELWARY RESERRCH, INC.
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g COMMUNITY SURVEY: CITY UTILITIES SATISFACTION i

SAMPLE:

FIELD DATES:
TECHNIQUE:

MARGIN OF ERROR:

DATA COLLECTION:

458 heads of household in the City of Sammamish.
The sample was drawn from the list of registered
voter households, plus a supplemental sample on
non-voter households in the city.

January 24 - February 7, 2015
Mixed mode: Telephone and Online

228 residents were interviewed via telephone by live
interviewers. Some 26% of these interviews (n=59)
were completed on cell phones.

230 residents completed the same questionnaire
online.

+4.5% at the 95% confidence interval. That is, in
theory, had all heads of household been interviewed,
there is a 95% chance the results would be within
+4.5% of the results in this survey.

TELEPHONE: calls were made between January 28 and
February 3. All interviews were conducted by trained,
professional interviewers under supervision. Up to six
attempts were made to contact each number in the
sample. The telephone interviews were conducted by
McGuire Research Services in Las Vegas, Nevada.

ON-LINE: Households for which we had no telephone
number were sent letters, signed by the mayor,
asking them to log on to the survey website and
complete the questionnaire. A reminder post card
was mailed one week later. Some 2000 households
were invited to participate.

BUSINESS SURVEY

A companion survey was conducted among
businesses in Sammamish. Letters and two reminder
cards - one week apart - were mailed to 135
business, and 3 school districts, asking the owner or
manager to log onto the questionnaire website and
complete the survey. 20 businesses responded to
the survey, 16 completed it. Data were collected
from January 26 through February 13.

It must be kept in mind that survey research cannot predict the future. Although great
care and the most rigorous methods available were employed in the design, execution
and analysis of this survey, these results can be interpreted only as representing the
answers given by these respondents to these questions at the time they were

interviewed.

FEB 2015

ELWARY RESERRCLH, INC.,
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g COMMUNITY SURVEY: CITY UTILITIES SATISFACTION 3

RESPONDENT PROFILE

In interpreting these findings, it is important to keep in mind the characteristics of
the people actually interviewed. This table presents a profile of the 458
respondents in the survey.

NOTE: Here and throughout this report, percentages may not add to 100%, due
to rounding.

GENDER*: 48% Male
52% Female

*(phone survey only)

AGE: 7% 18-35
38% 36-50
40% 51-64
14% 65+
2% No Answer

HOUSEHOLD: 50% Couple with children at home
37% Couple with no children at home
4% Single with children
7% Single with no children at home
2% No Answer

INCOME: 10% $75,000 or less
12% $75to $99,000
21% $100 to $149,000
38% Over $150,000
19% No Answer

FEB 2013 ELWAY RESEARCH, INC..
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KEY FINDINGS
SOLIDWASTE

¢ Sammamish residents are largely satisfied with their garbage
and recycling service.

. Asked to rate 6 aspects of their service,
74% or more rated each aspect as "good" or "satisfactory." And
56% rated all 6 as "good" or "satisfactory.

. Cost was the lowest-rated aspect, and even there 74% said it was "good"
(15%) or "satisfactory" (59%).

¢ There is some confusion about whether solid waste collection is
a "city service":
. 4% said they did not know whether they subscribe to the "city garbage and
recycling service";

. 5% said they did not. Nearly 4 in 10 respondents who said they do not
subscribe to the "city garbage and recycling service" said that Repubilic,
Waste Management or a "private company" picked up their garbage.

¢ About half of residents (52%) were unwilling to pay a "slightly
higher rate" to be able to recycle more types of material.
. 1in 4 were willing and another 1 in 4 said they might be willing.

¢ 1in 3 have had an animal get into their garbage at least once.
. 1in 10 were willing to pay more for bear-resistant containers.

¢ 6in 10 subscribe to yard debris & food waste collection program.

¢ 1in 5 were likely to use weekly collection in winter, including
. 29% of current subscribers and
6% of non-subscribers.

¢ In weighing a proposal to combine solid waste services (garbage,
recycling and yard/food waste) into a single-billed service,
residents found both pro and con arguments "very significant":
. Lower cost to customers was rated as "very significant" to 56%, but
. Forcing non-users to pay was "very significant" to 54%, while
. Helping the environment was "very significant" to 52%.

FEB 2013 ELWAY RESEARCH, INC..
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¢ In the end, cost to customers was rated as the top priority in the
new contract.

. b separate considerations were rated as "high priority" considerations in the
new contract by a majority of respondents. However,

. 46% ranked cost as the single most important factor.

. The second highest-ranked factor - reliability - was far behind at 21%,
followed by environmental impact (16%), types of material to be recycled
(14%) and customer service (3%).

CABLE SERVICES

¢ 9 in 10 Sammamish households have cable service,
. 91in 10 of those are Comcast customers,
. More than 8 in 10 have bundled cable service.
. Half of Comcast customers have television, internet and telephone service.

¢ Large majority of Comcast customers are satisfied with their
cable service, including:
. 5% who rated the number of channels as satisfactory or better;
. 71% for internet speed;
. 70% for the reliability of the service;
. 66% for customer service.

¢ Only cost of the 5 aspects tested was rated as unsatisfactory by
most respondents:
. 63% rated cost "unsatisfactory" (33%) or "Poor" (30%).

¢ Most were also satisfied with Comcast customer service,
including:
. Reaching someone who could help them (57%);
. Resolution of their issue {64%);
. The courtesy of the customer service representative (79%). However
. Most (58%) were dissatisfied with the amount of time them spent on hold.

FEB 2013 ELWAY RESEARCH, INC..
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BUSINESS RESPONDENTS

NOTE: 20 Businesses responded to the survey, but not all answered every question.
These results are based on the number answering each question.

¢ 17 of 19 businesses subscribe to garbage and recycling service:
. 11 subscribed through their landlord/lease;
. 6 were not sure how it works;

. Of the remaining 2, one takes their garbage and recycling home and the
other has an arrangement with a neighboring business to use their
dumpster.

¢ Most satisfied with the service:

. All 12 of those responding to the question were satisfied with the "overall
quality of the service" and the reliability of pickup after storms;

. 1 was dissatisfied with the thoroughness of the pickup;
. 1 was dissatisfied with customer service;
. 3 were dissatisfied with the cost.

¢ 6 of 11 responding "maybe" would pay more to be able to include
more materials in recycling:
. Only 1 said definitely "yes."

¢ Cost and reliability should be the top priorities in the new contract:

. 9 of 16 responding rated "cost to customers" as the most important factor;
14 had rated it separately as a "high" (6) or " top" priority.

. 3 said "impact on the environment" was the most important factor;
11 had rated that as a "high" (9) or "top" (2) priority.

. 2 said "reliability of service was the most important factor;
15 had rated reliability as a "high" (13) or "top" priority (2).

. 2 named "types of materials able to be recycled as most important;
11 had rated that as a "high" (9) or "top" priority (2).

¢ 13 of 16 businesses responding subscribe to cable services:

. 3 subscribe to Comcast;
. 9 subscribe to another service.

¢ Cable more used for Internet and telephone than for television:

. 3 respondents each had internet and telephone;
. Only 1 had cable television.

¢ All 3 of the Comcast business customers were satisfied with the
internet speed, reliability and customer service.
. 2 of 3 were satisfied with the monthly cost.

FEB 2013 ELWAY RESEARCH, INC..
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FINDINGS

FEB 2013 ELWAY RESEARCH, INC..
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9 in 10 Households Report Subscribing
to City Garbage & Recycling Service

Q1: Are you currently subscribed to the

city garbage and recycling service? 4 mYES
ENO

How do you dispose of your DK

household garbage?

What is the main reason you do not
subscribe to the garbage service?

Some confusion about "city service"

o Asked why they did not subscribe to the city garbage and recycling service:
. 6 of the 23 non-subscribers (26%) said it was "not a city service";
. 5 said they did not need it (22%);
. 4 said the cost was too high (17%);
. 2 said there is no pick up at their location (9%);
. 2 did not know about it;
. 3 gave other, miscellaneous reasons; and
. 1.did not know.
e Asked how they disposed of their garbage, 11 of the 23 "non-subscribers"
(48%) said their garbage was picked up by:
. Waste Management (4 said that);
. Republic (4);
. A Private Company (1).
. Two live in an apartment or condo and just take it to the dumpster.

e Among the other non-subscribers:
. 9take it to the dump themselves (39%);
. 3 recycle or compost it themselves (13%).

FEB 2013 ELWAY RESEARCH, INC..
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Residents Satisfied with Garbage & Recycling
Service

mGOOD mSATIS NoOp mUNSATIS mPOOR

Overall Reliability 62 33 4

Pick up After Storms
Customer Service

Q2: The following are some aspects of the garbage and recycling service. As | read each one, please tell me if
you would rate that as Excellent, Good, Satisfactory, Unsatisfactory, or Poor. The first one is...
* Overall reliability of service
* Thoroughness; that is, picking up everything
* Reliability of pick up after storms
* The container used for your garbage
* The quality of the customer service
* The cost of the service

e Substantial majorities were well-satisfied with all aspects of their garbage
and recycling collection service.

. Atleast 74% rated each aspect as "good" or "satisfactory."

e 52% rated all 6 aspects as "satisfactory" or "good," and
52% rated 3 or more of the aspects as "good."

FEB 2013 ELWAY RESEARCH, INC..
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Most Unwilling to Pay More for More Recycling

mYES
= MAYBE/DK
mENO

Q3 If you could put more types of material into your recycling, such as batteries and Styrofoam, would you be
willing to pay a slightly higher rate?

e Just 1 in 4 subscribers were willing to pay more in order to be able to
recycle more types of material.

. Another 1 in 4 might be willing, but
. 52% were unwilling to "pay a slightly higher rate" for that service.

FEB 2013 ELWAY RESEARCH, INC..
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1 in 3 Have Had Animals Get Into Their Garbage

Q4:How often — if at all - have you had a
problem with bears or other animals getting
into your garbage or food waste containers?

e Only 12% have had the problem
more than "once or twice".
. 4% said it happened
frequently.
. 8% said "once in a while"
(occasionally).

= NEVER

EONCE
mOCCASIONALLY
B FREQUENTLY

Few Willing to Pay for Bear-resistant Containers

Q5 Would you be willing to pay roughly $2
dollars per month for containers that were
more bear-resistant?

e 10% would be willing to pay
$2/mo. more for bear-resistant
containers.

. Another 10% said "maybe".

e 9 of 16 (56%) who had the
problem "frequently" would pay
more, as would:

. 16 of 35 (46%) of those who
said "occasionally", but

. 85% of those who had the
problem only "once in a
while" or never were not
willing to pay extra.

mYES
u MAYBE/DK
=NO

FEB 2015

ELWARY RESERRCLH, INC.,
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Nearly 6 in 10 Subscribe to Yard Debris & Food
Waste Collection Program

Q6 Are you currently subscribed to the yard
debris and food waste collection program?

e Most likely to subscribe are
families with children at
home earning more than
$100,000 per year

. 63% of couples with children
compared to 53% of couples
with no children and 41% if
singles.

. 61% of those with incomes
over $100,000 vs. 34% of
those under $75,000

mYES

Most Unlikely to Use Weekly Collection in Winter

Q7 Currently, collection of yard and food
waste is reduced to every other week
between December and February. Would
you use weekly yard and food waste
service if it were provided December —
February?

e Current subscribers were more
likely than non-subscribers to
consider using the extended
service:

Among current subscribers:
44% were "very likely" to use
the proposed service (29%)
or "maybe" would (15%).
Among non-subscribers:
75% were unlikely to use it, but

17% might consider it, including

®VERY LIKELY
= MAYBE

NOT SURE/DK
uNOT LIKELY

6% who said they were "very likely" to use it.

FEB 2015

ELWARY RESERRCLH, INC.,
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Conflicting Arguments Seen as "Significant" for
Combined, Mandatory Solid Waste Service

mVERY ®mSOME =mNOT NO OP

Lower Cost 56 27 13

(Pro)

Non-Users Should Not Pay
(Con)

Helps Environment
(Pro)

Mandatory
(Con)

Reduces | itter 40 33 24

(Pro)

Q8 As you know, yard and food waste collection is currently billed separately from garbage and recycling
collection. There has been some discussion of combining garbage and, recycling with yard and food waste
collection into a single service with a single bill. | am going to read some potential advantages and
disadvantages of this proposal. As | read each one, tell me whether that argument is: 1) Very Significant;

2) Somewhat Significant; 3) Not Significant to your thinking about the proposal. The first one is:
* The cost for individual customers would be lower

* Households who don't use a service should not have to pay for it

* Having everyone participate helps the environment because less material is sent to the landfill
* The fact that these services would be mandatory, not voluntary

* Having everyone participate reduces litter and illegal dumping

e Both pro and con arguments were seen as "very significant" in the decision
to combine solid waste services:
. 3 0of 5 pro and con arguments tested were rated as "very significant" by a
majority of subscribers, including
"The cost for individual customers would be lower" (56%);
"Households who don’t use the service should not have to pay for it" (54%);
"Having everyone participate reduces litter and illegal dumping" (52%).

e Overall, most subscribers rated most arguments as "very significant":

. 52% rated at least 3 of the 5 arguments "very significant" including
24% who thought at least 4 of the 5 were "very significant".

FEB 2013 ELWAY RESEARCH, INC..
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Cost, Reliability Highest Priorities for
New Solid Waste Contract

mTOP = HIGH MED = LOW

Cost 510) 38

N

Reliability 42 49

Environment Impact 30 40 21

Types of Material 23 48 24

Customer Service 22 51 21

== rm K3

Q9 The City of Sammamish will soon be accepting bids for a new contract for solid waste services. We would
like to know how important the following factors are to you. As | list each one, tell me whether you think
that should be a top priority in the new solid waste contract, a high priority, medium or a low priority in the
new contract. The first one is...

* Cost to the customers

* Reliability of the service

* The impact on the environment

* Types of materials that can be recycled
* Quality of customer service

e All 5 considerations for the new solid waste collection contract tested in
this survey were rated as "top" or "high" priority factors my substantial
majorities.

. Cost to customers was rated a "top priority" by 50% of customers.
. Reliability of service was rated a "top priority" by 42%.

FEB 2013 ELWAY RESEARCH, INC..
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Cost is the Top Priority for New Contract

Cost

Reliability

Environment Impact

Types of Material

Customer Service

Q10 Which of the things I have just listed would be the most important to you in the new contract for solid waste
services?

e When customers were asked to indicate which one of these factors would
be the most important, cost was ranked #1 by a substantial margin.

. The factors were ranked in the same order as their individual ratings, but
cost was ranked #1 by twice as many customers as #2 reliability.

FEB 2013 ELWAY RESEARCH, INC..
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CABLE SERVICES

9 in 10 Sammamish Households Have Cable Service

Q11 These next questions are about cable
service. Do you subscribe to a cable
service for television, internet and or
landline telephone at your home?

mYES
DK
ENO

e Of those currently without
Cable, 56% (n=19) have
discontinued cable service
. 50% did so because of price

. 27% because of service

1 in 5 Have Switched Cable Companies

Q12 Since you have lived in Sammamish,

have you ever switched a cable service? = VES #NO
Q121 Which cable company did you switch

from?

Why did you switch?

e Equivalent Numbers Switched from Comcast, Other Companies:
. 45% switched From Comcast.
. 49% switched from another cable company.

e Price was the top reason giving for changing providers:

COMCAST [N=38] OTHER [N=42]

47% Price 12% Price

26% Unreliable Service 7% Internet Speed

11% No Choice 2% No Choice

11% Went To Dish / Satellite 2% Service Package
5% Internet Speed 2% Customer Service
5% Customer Service 69% Not Sure

FEB 2013 ELWAY RESEARCH, INC..
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Nearly 9 in 10 Cable Customers Have Comcast

e Half chose Comcast because
they had no choice

What are some of the main reasons you chose
Comcast? (n=3ak)

51% No Choice

11% Internet Speed

10% Cost/ Value
8% Reliability / Service
7% Bundled Services
5% Programming

m COMCAST
= OTHER
0ODK

Most Comcast Customers Have Bundled Service

Q15 Which of the following cable services do you
have? [n=30E]

e Only 16% of Comcast customers
have just 1 service

e 48% of Comcast customers have
all 3 services

¢ Internet slightly more popular
than television subscriptions

Internet

Telephone

FEB 2015

ELWARY RESERRCLH, INC.,
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9 in 10 Have Experienced Loss of Cable Signal

30
21 21
18
6
1-2 3-5 6-10 10+

ZERO DK

Q16 During the past two years, how many times have you lost your cable signal or cable internet for a period of
15 minutes or more? [n=356 Comcast Customers]

e 89% of Comcast customers have lost cable or internet signal for 15+
minutes at least once in the past 2 years;

. 39% have lost signal 6+ times.

FEB 2013 ELWAY RESEARCH, INC..
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Most Satisfied with Comcast Customer Service
Except for Time on Hold

mVERY SAT  ®mSATISFIED  ®mUNSATIS  ®VERY UN

Q17 When you called the cable company's office, were you satisfied or unsatisfied with the following?
[Is that: Very Unsatisfied, Unsatisfied, Satisfied, Very Satisfied)].
* Reaching someone who could help you
* The length of time you were on hold
* The courtesy of the customer service representative
* Resolution of the issue you called about

e 88% have called Comcast for information, service or to register a complaint.

¢ A majority of customers were satisfied with their call to Customer Service,
Including:

. Reaching someone who could help them (57%);
. Resolution of their issue {64%);
. The courtesy of the customer service representative (79%).

e Most (58%) were dissatisfied with the amount of time them spent on hold,
including
. 25% who were "very unsatisfied."

FEB 2013 ELWAY RESEARCH, INC..
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NI

0

Large Majorities Satisfied with Comcast Service;
But Unhappy About Cost

= GOOD B SATIS m UNSATIS ® POOR

No. of TV Channels 40 35

N
i

Internet Speed 36 35

Reliability 30 40

Customer Service 23 43

Monthly Cost AR iy 33 30

Q18 How would you rate your cable provider on the following factors. For each one | read tell me whether it is
Excellent, Good, Satisfactory, Unsatisfactory, or Poor. The first one is...
* Number of TV channels
* Internet speed
* Reliability of Service
* Customer Service
* Monthly cost

¢ Sizeable majorities rated various aspects of Comcast's service as "good" or
"satisfactory," including:

. 75% who rated the number of channels as satisfactory or better;
. 71% for internet speed;
. 70% for the reliability of the service;
. 66% for customer service.
e Only cost of the 5 aspects tested was rated as unsatisfactory by most
respondents:
. 63% rated cost "unsatisfactory" (33%) or "Poor" (30%).

e Overall, 69% rated 3 or more of these aspect "satisfactory" or better.
. 10% rated none of them "satisfactory" or better.

FEB 2013 ELWAY RESEARCH, INC..
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DISCUSSION
—

These results indicate that Sammamish residents are generally satisfied
with both their solid waste and cable services. They would like the cost to
be lower for each service, but relatively few of these respondents had
complaints about the quality of these services.

There is some confusion about whether or not garbage collection is a city
service, but that was not widespread. About 5% of respondents either did
not know whether they were subscribed to the city garbage service or
misunderstood the service, saying that their garbage was picked up by a
private company, not the city.

Satisfaction with the service can lead to resistance to change, especially
those involving higher costs:

« Only one in ten were willing to pay for bear-resistant containers for
example - far fewer than the one in three who had had animals get into
their garbage at least once.

« Fewer than one in four were willing to pay a "slightly higher rate" to be
able to recycle more types of material.

« Just on in five were likely to use weekly organics collection in winter.

The proposal to combine solid waste collection services could engender a
robust community discussion. While this survey did not "call for the
question," both pro and con arguments were considered to be "very
significant" by sizable portions of residents. The primary debate will be
between lower cost and helping the environment on one side versus
mandatory enrollment on the other. Most survey respondents liked the
lower cost and helping the environment, but not making the services
mandatory or making non-users pay for the service. Cost appears to be the
trump card, but there could be substantial resistance to mandatory
services.

Cost to customers is clearly the most important consideration for the new
contract. Cost was named as the top contract consideration by nearly as
many as the next three factors combined - service reliability,
environmental impact and types of material able to be recycled.

FEB 2013 ELWAY RESEARCH, INC..
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A large majority of cable users said they were satisfied with their service. As
with solid waste, they named cost as their chief concern with the service.

Nine in 10 respondents have cable, 9 in 10 of those have Comcast, and 8
in 10 have bundled services, including half with television, internet and
television. Interestingly, internet subscriptions slightly outnumbered
television subscriptions, but both were around 9 in 10 subscribers.

Even though half of these respondents chose Comcast because they "had
no choice," more than two-thirds of Comcast customers were generally
satisfied with their service and with the customer service. None of the
factors were rated as "good" by most respondents, but sizeable majorities
rated four of the five service elements as "satisfactory" or better. Only cost
was rated as unsatisfactory by a majority of Comcast customers.

ia

FEB 2013 ELWAY RESEARCH, INC..
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City of Sammamish Utilties Satisfation Survey m

SAMPLE: 458 Adult residents of Sammamish

MARGIN OF SAMPLING *4.5% at the 95% level of confidence
ERROR:

DATA COLLECTION: 228 via telephone survey with live interviewers
(26% via cell phone)
230 via online survey

FIELD DATES: Jan 24 —Feb 7, 2015

e The questions are presented here as they were asked in the interview
e The figures in bold type are percentages of respondents who gave each answer.
e Percentages may not add to 100% due to rounding.

1. Are you currently subscribed to the city garbage and recycling service?

91 YES
5 NO
4 DK/NA
1.1. IFNO: How do you dispose of your household garbage? [n=23]
39% Take to dump 9% Live in Condo/Apt — take to dumpster
17% Republic picks it up 4% Private Company

17% Waste Management picks it up 4% Have Very Little
13% Compost /Recycle

1.2. What is the main reason you do not subscribe to the garbage service?

[n=23]

26% Not a city company 9% No pick up at my location
22% Don't need it 9% Did not know about it
17% Cost 4% Recycle / Compost

2. The following are some aspects of the garbage and recycling service. As | read
each one, please tell me if you would rate that as Excellent, Good, Satisfactory,
Unsatisfactory, or Poor The first one is...

ROTATE POOR UNSATIS SATIS GOOD DK
A. Overall reliability of service ...............c.o...t. 1. 4. 33..... 62......... *
B. Thoroughness; that is, picking up everything 2........ T 37 ...... 54........ 1
C. Reliability of pick up after storms................ 2, VA 37 ... 52........ 3
D. The container used for your garbage ........... 2. 5. 40 ...... 51........ 2
E. The quality of the customer service.............. 2. 5. 39... 47........ 7
F. The cost of the service ..........coovviiiiiniinn... 9....... 15....... 59...... 15........ 2

| 1of6 ELWAY RESEARCH, INC.
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3. If you could put more types of material into your recycling, such as batteries
and styrofoam, would you be willing to pay a slightly higher rate?

24 YES
24 MAYBE / DEPENDS
52 NO

4. How often — if at all - have you had a problem with bears or other animals
getting into your garbage or food waste containers? Would you say...

67 Never

21 Maybe once or twice
8 Once in a while
4  Frequently
1 DK/NA

5. Would you be willing to pay roughly $2 dollars per month for containers that
were more bear-resistant?

10 YES

9 MAYBE / DEPENDS
80 NO

1 DK/NA

6. Are you currently subscribed to the yard debris and food waste collection
program?

57 YES
40 NO
3 DK/NA

YARD & FOOD WASTE

7. Currently, collection of yard and food waste is reduced to every other week
between December and February. Would you use weekly yard and food waste
service if it were provided December — February? [ASKED OF ALL]

62 Not likely to use

14 Maybe likely to use

19 Very likely to use
3 [NOT SURE / DEPENDS]
1 DK/NA

m ELWARY RESERRCH, INC.
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8. As you know, yard and food waste collection is currently billed separately from
garbage and recycling collection. There has been some discussion of combining
garbage and recycling with yard and food waste collection into a single service
with a single bill. 1 am going to read some potential advantages and
disadvantages of this proposal As | read each one, tell me whether that
argument is: 1) Very Significant; 2) Somewhat Significant; 3) Not Significant to
your thinking about the proposal. The first one is:

ROTATE NOT SOME VERY DK

A. The cost for individual customers would be lower ......... 13 ... 27....... 56....... 4

B. Households who don't use a service should not have
TO PaAY TOr Tt s 16 ...... 29....... 54...... 2

C. Having everyone participate helps the environment
because less material is sent to the landfill .................. 17 ... 27....... 52....... 4

D. The fact that these services would be mandatory,
NOT VOIUNTANY e 18 ...... 33....... 46....... 4

E. Having everyone participate reduces litter and
illegal AUMPING ... e 24 ...... 33....... 40....... 3

9. The City of Sammamish will soon be accepting bids for a new contract for solid
waste services. We would like to know how important the following factors are
to you. As | list each one, tell me whether you think that should be a top priority
in the new solid waste contract, a high priority, medium or a low priority in the
new contract. The first one is...

ROTATE LOW MED  HIGH TOP DK/NA
A. Cost to the CUSTOMErS .....coiuiiiiiiii i 2. 10...... 28....... 50........ *
B. Reliability of the service.........ccooiiiiiiiiiiiiiiine... 1. T 49....... 42....... 1
C. The impact on the environment .................cceen... 9........ 21 ... 40....... 30........ *
D. Types of materials that can be recycled............... 5. 24 ... 48....... 23........ *
E. Quality of customer service ........cvvviiiiiiiiiinna.. 4. 21 ... 51....... 22....... 1

10.Which of the things | have just listed would be the most important to you in the
new contract for solid waste services?

46 Cost to customers

21 Reliability of service

16 Environmental impact

14 Types of materials able to be recycled
3 Quality of customer service

m ELWARY RESERRCH, INC.
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CABLE
11.These next questions are about cable service. Do you subscribe to a cable
service for television, internet and or landline telephone at your home?

90 YES

12.HAVE CABLE [N=414]: Since you have lived in Sammamish, have you ever switched
a cable service?

21% YES
12.1. Which cable company did you switch from? [n=83]

12.2. Why did you switch from? [ Q12.1 ]?

COMCAST [n=38] OTHER [n=42

47% Price 12% Price

26% Unreliable service 7% Internet speed
11% No choice 2% No choice

11% Went to Dish / Satellite 2% Service package
5% Internet speed 2% Customer Service
5% Customer Service 69% Not sure

13.NO CABLE [n=41]: Since you have lived in Sammamish, have you ever discontinued
a cable service?

56% YES

13.1. Which cable company did you discontinue? [n=23]
13.2. Why did you discontinue [ Q13.1 ]?

COMCAST [n=19] OTHER [n=3

47% Price 213 Price

26% Unreliable Service 1/3 Unreliable Service
11% Dislike Company

14.HAVE CABLE [N=414]: Which cable company do you subscribe to currently?

86 COMCAST
13 OTHER
1 DK/NA

14.1. What are some of the main reasons you chose [ Q14 ]?

COMCAST [n=356]
51% No choice

11% Internet Speed
10% Cost/ Value

8% Reliability / Service
7% Bundled Services
5% Programming

m ELWARY RESERRCH, INC.
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15. Which of the following cable services do you have? [n=35k]

90 Internet

87 Television

53 Landline Telephone
1 DK/NA

16.During the past two years, how many times have you lost your cable signal or
cable internet for a period of 15 minutes or more? [n=336]

5% [zero] 21% [1-2 times] 30% [3-5times] 21% [6-10 times] 17% [10+ times]
17.Have you ever called your cable company for information, service or to register
a complaint? [n=3a6]
88 YES

17.1. When you called the cable company's office, were you satisfied or
unsatisfied with the following? [Is that: Very Unsatisfied, Unsatisfied,
Satisfied, Very Satisfied].

[n=314] VERY DISSAT DISATIS SATIS VERY DK/NA
A. Reaching someone who could help you .............. 18....... 24 ...... 49........ 8...... 1
B. The length of time you were on hold.................. 25....... 33 ... 35........ 5. 2
C. The courtesy of the customer service

representative .....ccccciiiiiiiii e 9. 11..... 63....... 16....... 2
D. Resolution of the issue you called about............. 17....... 18...... 52....... 12....... 2

18.How would you rate your cable provider on the following factors. For each one |
read tell me whether it is Excellent, Good, Satisfactory, Unsatisfactory, or Poor.
The first one is...

[n=356] POOR UNSATIS SATIS GOOD NA
A. Number of TV channels...........c..ooiiiiiinn. T 4...... 35...... 40.....14
B. Internet speed ... e 8........ 11..... 35....... 36.....10
C. Reliability of Service.......ccciiiii i 10....... 14 ... 40....... 30....... 6
D. CUSTOMEr SEIVICE ...uuiiiiiii i 14 ... 13...... 43....... 23....... 7
E. MoONthly COSt ... 30....... 33..... 27........ 4....... 6

m ELWARY RESERRCH, INC.
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19.1 have just a few last questions for our statistical analysis. How old are you?

7 18-35
38 36-50
40 51-64
14 65+

2 NA

20.Which of these best describes your household at this time:

50 Couple with Children at Home

37 Couple with No Children at Home
4 Single with Children at Home
7 Single with No Children at Home
2 [NA]

21.Finally, I am going to list four broad categories. Just stop me when | get to the
category that best describes your approximate household income - before taxes
- for last year.

10 Under $75,000
12 $75 to 99,000
21 $100 to 149,000
38 Over $150,000
19 [NO ANSWER]

m ELWARY RESERRCH, INC.
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4, 801 228t Avenue SE, Sammamish, Washington 98075-9509
Washington

Phone: 425-295-0500 e Fax: 425-295-0600 ¢ www.sammamish.us

January 23, 2015

Dear Neighbor,

The City of Sammamish is conducting a survey to learn more about residents’ opinions about city
services. Your household was selected at random to participate in the survey. For this study to be
representative, it is important that we hear from your household.

The survey is available online. To take the survey, please type this address into your internet browser:

http://sgiz.mobi/s3/samm

We are trying to get a scientifically representative sample, so we ask that the survey be completed by
the male or female head of your household with the most recent birthday.

The survey is being conducted by Elway Research, Inc., a highly respected independent research firm.
Elway will collect and tally the results and publish a summary analysis. You answers are anonymous
and confidential, and no one in city government will see your individual responses. Results will be
published in a few weeks.

We hope you will let us know what you think. Your input will be valuable as we look to improve city
services. We know you are very busy, so we appreciation you taking the time to help shape the future
of these services in the City of Sammamish. If you have any questions, please contact our
Administrative Services Director, Beth Goldberg, at 452-295-0510 or bgoldberg@sammamish.us.

Sincerely,

Lo

Tom Vance, Mayor
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Dear Sammamish Resident:

Last week we sent you an invitation to take part
in a Survey for the City of Sammamish. %
If you have already completed the survey, Thank You! N
If you have not already done so, please log on to the website below and take
the survey today. Your household was specifically selected to make this survey
representative of Sammamish residents.

* City of 3

8y s,

Washington

Your opinions and ideas will help Sammamish City Government improve
service. Your responses will be anonymous and confidential.

Thank you for your cooperation in this important study.

TAKE THE SURVEY ON LINE BY FRIDAY, FEB. 7
Log on at:  http://sgiz.mobi/s3/samm

Elway Research, Inc.
Questions: Beth Goldberg at City Hall (425) 295-0510 or bgoldberg@sammamish.us.

REVERSE SIDE:

CITY OF SAMMAMISH
801 - 228" SE
SAMMAMISH WA 98075
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SAMPLE: 20 Business Owners/Managers in Sammamish
16 completed the survey

DATA COLLECTION: On line.
Letters and two reminder cards were mailed to 135

business in the City of Sammamish, plus 3 school districts,
asking the owner or manager to log onto the questionnaire
website and complete the survey

FIELD DATES: Jan 26 — Feb 13, 2015

e The questions are presented here as they were asked in the interview
e The figures in bold type are the number of respondents who gave each answer.

1. Are your business or organization currently subscribed to the city garbage and
recycling service. Either directly or through you lease?

0 YES, DIRECTLY
11 YES, THROUGH LEASE
6 YES, BUT NOT SURE HOW
2 NOT SUBSCRIBED
1.1. IFNO: How do you dispose of your garbage?

1 Through arrangement with (QFC)
1 Take it home

1.2. What is the main reason you do not subscribe to the garbage service?

2 not enough volume

2. The following are some aspects of the garbage and recycling service. For each
one, indicate whether you would rate that as Good, Satisfactory, Unsatisfactory,

or Poor.

ROTATE POOR UNSATIS SATIS GOOD
A. Overall reliability of service ..........ccovvnnn.. O.....o.. 0...... < J— 4
B. Reliability of pick up after storms........................ O......... 0....... 10........ 2
C. Thoroughness — that is, picking up everything ...... O..... 1. 8. 3
D. The container used for your garbage ................... 0. 1. VA 4
E. The cost of the Service .......ccooiiiiiiiiiiiiiiiiieianee. 1. 2. 8 1
F. The quality of the customer service ..................... O....co. 1. 10........ 1

3. If you could put more types of material into your recycling, such as batteries
and Styrofoam, would you be willing to pay a slightly higher rate?

1 YES
6 MAYBE / DEPENDS
4 NO

[ 1ofa ELWAY RESEARCH, INC.
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4. The City of Sammamish will soon be accepting bids for a new contract for solid
waste services. We would like to know how important the following factors are
to you. For each factor below, indicate whether you think that should be a Top
priority in the new solid waste contract, a High priority, Medium or a Low

priority.

ROTATE LOW MED  HIGH TOP
A. Cost to the customers .......coiiiiiiiiiiiiiiieeae 0. 2. 6. 8
B. Reliability of the service.........ccooiiiiiiiiiiiiiiinn... O......... 1. 13........ 2
C. Quality of customer ServiCe .........cccevviieieniinnnennn. 1. 5 T 3
D. Types of materials that can be recycled............... 1. 4. (S I 2
E. The impact on the environment ......................... 1. 4. 9........ 2

5. Which of these things would be the most important to you in the new contract
for solid waste services:

Cost to customers

Reliability of service

Quiality of customer service

Types of materials able to be recycled
Environmental impact

WNNON OO

CABLE SERVICES

6. These next questions are about cable service. Do you subscribe to a cable
service for television, internet and or landline telephone at your business?

13 YES
3 NO

7. Has this business ever switched cable providers?

4 YES
6 NO
3 NOT SURE

7.1. IFYES: Which company did you switch from?
0 COMCAST
3 OTHER
1 DON'T RECALL

7.2. Why did you switch cable companies?
1 Better programming
3 Price

| 20fa ELWAY RESEARCH, INC.
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8. Have you ever discontinued a cable service at this location”

0 YES
3 NO
0 NOT SURE

8.1. IFYES: Which company did you discontinue?

8.2. Why did you discontinue that cable service?

9. Which cable company do you subscribe to currently?

3 COMCAST
9 OTHER
1 DK/NA

9.1. What are some of the main reasons you chose that company?
5 price
5 no choice/ availability
1 reliability
1 Unwilling to work with Comcast

10.Which of the following cable services do you have?

1 Television
3 Internet
3 Landline Telephone

| 3ofa ELWAY RESEARCH, INC.
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ASKED ONLY OF COMCAST CUSTOMERS:

11.During the past two years, how many times have you lost your cable signal or
cable internet for a period of 15 minutes or more?

3 said 2 times
12.Have you ever called the cable company for information, service or to register a
complaint?

2 YES
1 NO

13.When you called the cable company's office, were you satisfied or Dissatisfied
with the following?

DO NOT ROTATE VERY DISSAT SATIS VERY
A. Reaching someone who could help you ............... 0. 0........ 2. 0
B. The length of time you were on hold................... O........ 2 O0.ovee 0
C. The courtesy of the customer service

representative ..ot e O.... 0. 20 0
D. Resolution of the issue you called about.............. 0. 0........ 20 0

14.How would you rate your cable provider on the following factors.

ROTATE POOR...... UNSATIS....... SATIS........GOOD.....NOT ARPLY
A. Monthly COSE ..o 0...... 1...... 2. 0...... 0
B. Internetspeed ........ccoiiiiiiiiiiiiii s 0...... O...... 2 . 1...... 0
C. Number of TV channels...............ccoooeenn. 0...... 0...... 0...... 1...... 2
D. Reliability of Service......ccccovvvviviiiiinaa., 0...... 0...... 1...... 2...... 0
E. Customer ServiCe ........cooveeiiiiiiiiiniinennnnnn. 0...... 0...... 3...... 0...... 0

Thank you for taking the time to complete this survey,
Your answers will be very helpful.

| 40fa ELWAY RESEARCH, INC.
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4, 801 228t Avenue SE, Sammamish, Washington 98075-9509
Washington

Phone: 425-295-0500 e Fax: 425-295-0600 ¢ www.sammamish.us

January 28, 2015

Dear Business Operator,

The City of Sammamish is conducting a survey to learn about residents’ and business' opinions about
city services. Your business was selected to participate in the survey. For this study to be representative
of the Sammamish business community, it is vital that we hear from you.

The survey is available online. To take the survey, please type this address into your internet browser:
http://sgiz.mobi/s3/samm?2

Owner or manager of this business should complete the survey. Your answers are anonymous and
confidential, and no one in city government will see your individual responses. It will take less than 10
minutes to complete.

The survey is being conducted by Elway Research, Inc., a highly respected independent research firm.
Elway will collect and tally the results and publish a summary analysis. Results will be published in a few
weeks.

We hope you will let us know what you think. Your input will be valuable as we look to improve city
services. We know you are very busy, so we appreciate you taking the time to help shape the future of
these services in the City of Sammamish. If you have any questions, please contact our Administrative
Services Director, Beth Goldberg, at 425-295-0510 or bgoldberg@sammamish.us.

Sincerely,

Lo

Tom Vance, Mayor
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Dear Sammamish Business Operator:
Last week we sent you an invitation to take part
in a survey for the City of Sammamish.

The City is opening its contracts for solid waste and cable services and
would like the business community's input. You were specifically
selected to make this survey representative of Sammamish businesses.

\YZ,

‘Washington

If you tried to take the survey and were unsuccessful, please try again.
The technical problem has been corrected.

If you have not already done so, please log on to the website below
and take the survey today. Your responses will be anonymous and
confidential.

Thank you for your cooperation in this important research.

TAKE THE SURVEY ON LINE
Log onat: http://sgiz.mobi/s3/samm2

Elway Research, Ine:
Questions: Beth Goldberg at City Hall (425) 295-0510 or bgoldberg@sammamish.us.

REMINDER CARD 2

Dear Sammamish Business Operator: \
The City of Sammamish needs to hear from you. (;l Ciy g

4

Washington

The City is opening its contracts for solid waste and 2
cable services and would like the business community's input. You were
selected to make this survey representative of businesses in our city.

If you have already taken the survey, Thank You!

If you have not already done so, please log on to the website below and
take the survey today. The survey is being administered independently by
Elway Research, so your responses will be anonymous and confidential.

Thank you for your cooperation in this important research.

M PLEASE TAKE THE SURVEY by FRIDAY, FEB. 13
Log onat: http://sgiz.mobi/s3/samm2

Tom Vance, Mayor

Questions: Beth Goldberg, Administrative Services Director (425)295-0510 or bgoldberg@sammamish.us.
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City of SEhRH LA s Satisfation Survey W City of Sammamish Utilties Satisfation Survey

3. If you could put more types of material into your recycling, such as batteries

SAMPLE: 458 Adult residents of Sammamish and styrofoam, would you be willing to pay a slightly higher rate?

24 YES
MARGIN OF SAIF\E/ISIR:g\IS +4.5% at the 95% level of confidence 24 MAYBE / DEPENDS
) 52 NO
DATA COLLECTION: 228 via telephone survey with live interviewers . . .
(26% via cell phone) 4. How often — if at all - have you had a problem with bears or other animals
230 via online survey getting into your garbage or food waste containers? Would you say...
FIELD DATES: Jan 24 —Feb 7, 2015 67 Never

21 Maybe once or twice

o The questions are presented here as they were asked in the interview 8 Once in a while

* The figures in bold type are percentages of respondents who gave each answer. ‘11 EfﬁNuAemly

« Percentages may not add to 100% due to rounding.

5. Would you be willing to pay roughly $2 dollars per month for containers that

. . . . were more bear-resistant?
1. Are you currently subscribed to the city garbage and recycling service?

o1 YES 10 YES
5 NO 9 MAYBE / DEPENDS
80 NO
4 DK/NA 1 DK/NA
1.1. IFNO: How do you dispose of your household garbage? [n=13]
39% Take to dump 9% Live in Condo/Apt — take to dumpster 6. Are you currently subscribed to the yard debris and food waste collection
17% Republic picks it up 4% Private Company program?
17% Waste Management picks it up 4% Have Very Little
13% Compost /Recycle 57 YES
40 NO
1.2. What is the main reason you do not subscribe to the garbage service? 3 DK/NA
[n=23]
26% Not a city company 9% No pick up at my location
22% Don't need it 9% Did not know about it YARD & FOOD WASTE
17% Cost 4% Recycle / Compost 7. Currently, collection of yard and food waste is reduced to every other week

between December and February. Would you use weekly yard and food waste

2. The following are some aspects of the garbage and recycling service. As | read service if it were provided December — February? [ASKED OF ALL]

each one, please tell me if you would rate that as Excellent, Good, Satisfactory,

Unsatisfactory, or Poor The first one is... 62 Not likely to use

ROTATE POOR_UNSATIS SATIS _GOOD DK ig \'\;I;—ibﬁkle”r;lt)étjszse

A. Overall reliability of service ........................ T 4o 33..... 62......... * 3 [NOT SURE / DEPENDS]
B. Thoroughness; that is, picking up everything 2........ T 37...... 54........ 1 1 DK/NA

C. Reliability of pick up after storms................ 2, T 37 ... 52........ 3

D. The container used for your garbage............ 2, 5. 40...... 51........ 2

E. The quality of the customer service............. 2 5. 39..... 47........ 7

F. The cost of the service..............ccceeieiininnne. 9. 15...... 59...... 15........ 2

m ELWAY RESEARCH, INC. m ELWAY RESERRCH, INC.



City of SEhRH LA s Satisfation Survey

TOPLINE DATA

8. As you know, yard and food waste collection is currently billed separately from CABLE
garbage and recycling collection. There has been some discussion of combining
garbage and recycling with yard and food waste collection into a single service
with a single bill. I am going to read some potential advantages and
disadvantages of this proposal As | read each one, tell me whether that 90 YES
argument is: 1) Very Significant; 2) Somewhat Significant; 3) Not Significant to
your thinking about the proposal. The first one is:

ROTATE NOT SOME VERY DK

City of Sammamish Utilties Satisfation Survey

TOPLINE DATA

11.These next questions are about cable service. Do you subscribe to a cable
service for television, internet and or landline telephone at your home?

12.HAVE CABLE [N=414]: Since you have lived in Sammamish, have you ever switched
a cable service?

21% YES

A. The cost for individual customers would be lower-.......... 13...... 27 56 12.1. Which cable company did you switch from? [1=85]

B. Households who don't use a service should not have

i i 2 2
£0 PAY FOT T ereeeeee e, 16.....29......54.....2 12.2. Why did you switch from? [ Q12.1 ]
. . . COMCAST [n=38 OTHER [n=42
C. Having everyone participate helps the environment 47% Price 12% Price
because less material is sent to the landfill................... 17 ... 27....... 52...... 4 26% Unreliable service 7% Internet speed
D. The fact that these services would be mandatory, 11% No choice 2% No choice
NOL VOIUNTAIY ..o eens 18 ...... 33....... 46....... 4 11% Went to Dish / Satellite 2% Service package
. . . 5% Internet speed 2% Customer Service
E. Having everyone participate reduces litter and 5% Customer Service 69% Not sure

illegal dumping «..ooeoii e 24 ... 33....... 40....... 3

13.NO CABLE [n=41]: Since you have lived in Sammamish, have you ever discontinued

9. The City of Sammamish will soon be accepting bids for a new contract for solid a cable service?

waste services. We would like to know how important the following factors are

to you. As | list each one, tell me whether you think that should be a top priority 56% YES

in the new solid waste contract, a high priority, medium or a low priority in the 13.1. Which cable company did you discontinue? [n=23]
new contract. The first one is... 13.2. Why did you discontinue [ Q13.1 ]?

ROTATE LOW MED  HIGH  TOP DK/NA
A. Cost to the customers............oooiiiiiiiiiiiies 2 10...... 28....... 50........ *
B. Reliability of the service............ccociiiiiiiiiiiiinn, 1o T 49....... 42....... 1
C. The impact on the environment .......................... 9. 21..... 40....... 30........ *
D. Types of materials that can be recycled ............... 5. 24 ... 48....... 23t *
E. Quality of customer Service ........c.cooveeieiuieiennnnans 4. 21... 51....... 22....... 1

10.Which of the things | have just listed would be the most important to you in the

new contract for solid waste services?

46 Cost to customers

21 Reliability of service

16 Environmental impact

14 Types of materials able to be recycled
3 Quality of customer service

m ELWAY RESERRLH, INC.

COMCAST [n=19] OTHER [n=3]

47% Price 2/3 Price

26% Unreliable Service  1/3 Unreliable Service
11% Dislike Company

14.HAVE CABLE [N=414]: Which cable company do you subscribe to currently?

86 COMCAST
13 OTHER
1 DK/NA

14.1. What are some of the main reasons you chose [ Q14 ]1?

COMCAST [n=356
51% No choice

11% Internet Speed
10% Cost/ Value

8% Reliability / Service
7% Bundled Services
5% Programming

m ELWAY RESERRLH, INC.
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15.Which of the following cable services do you have? [n=33E]

90 Internet

87 Television

53 Landline Telephone
1 DK/NA

16.During the past two years, how many times have you lost your cable signal or
cable internet for a period of 15 minutes or more? [n=336]
5% [zero] 21% [1-2 times] 30% [3-5 times] 21% [6-10 times] 17% [10+ times]
17.Have you ever called your cable company for information, service or to register
a complaint? [n=336]
88 YES

17.1. When you called the cable company's office, were you satisfied or
unsatisfied with the following? [Is that: Very Unsatisfied, Unsatisfied,
Satisfied, Very Satisfied].

[n=314] VERY DISSAT DISATIS SATIS VERY DK/NA

A. Reaching someone who could help you............... 18....... 24 ... 49........ 8. 1
B. The length of time you were on hold

C. The courtesy of the customer service
representative ........ooocoeieiiii i 9 11...... 63....... 16....... 2

D. Resolution of the issue you called about.............. 17 e 18 ...... 52.... 12....... 2

18.How would you rate your cable provider on the following factors. For each one |
read tell me whether it is Excellent, Good, Satisfactory, Unsatisfactory, or Poor.
The first one is...

[n=356] POOR _UNSATIS SATIS GOOD NA
A. Number of TV channels...................cooo. T 4. 35....... 40.....14
B. Internet sSpeed......cooieiiiiiiiiiiiiii s 8. 11...... 35....... 36.....10
C. Reliability of Service .........coooiiiiiiiiiiiiiiienn 10....... 14 ... 40....... 30....... 6
D. Customer ServiCe........ccovuiuiiiiiiiiiiiiiieiiaeaas 4. 13 ... 43....... 23..... 7
E. Monthly COSt......couiiii e 30....... 33..... 27........ F/ S 6

m ELWAY RESERRLH, INC.

City of Sammamish Utilties Satisfation Survey

19.1 have just a few last questions for our statistical analysis. How old are you?

7 18-35
38 36-50
40 51-64
14 65+

2 NA

20.Which of these best describes your household at this time:

50 Couple with Children at Home

37 Couple with No Children at Home
4 Single with Children at Home
7 Single with No Children at Home
2 [NA]

21.Finally, 1 am going to list four broad categories. Just stop me when | get to the
category that best describes your approximate household income - before taxes
- for last year.

10 Under $75,000
12 $75 to 99,000
21 $100 to 149,000
38 Over $150,000
19 [NO ANSWER]

m ELWAY RESERRLH, INC.
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SAMMAMISH RESIDENTIAL SURVEY
FEB 2015

BANNER TABLES

READING THE CROSSTABULATION TABLES

The crosstabulations found in this report are presented in a "banner table" format. Categories of respondents
(e.g. "35-54 years old," or "Female") are listed across the top of each page (the "banner"). The questions

asked in the survey are listed down the left margin. The figures in the cells are percentages based on the
number of respondents in the category at the head of each

ELWAY RESEARCH, INC.
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Q1. Are you currently subscribed to the city garbage and recycling service?
Q1.1. How do you dispose of your household garbage?

Q1.2. What is the main reason you do not subscribe to the garbage service?
Q2A. Overall reliability of service

Q2B. Reliability of pick up after storms

Q2C. Thoroughness; that is, picking up everything

Q2D. The container used for your garbage

Q2E. The cost of the service

Q2F. The quality of the customer service

Q3. If you could put more types of material into your recycling, such as batteries and styrofoam, would
you be willing to pay a slightly higher rate?

Q4. How often - if at all - have you had a problem with bears or other animals getting into your garbage
or food waste containers?

Q5. Would you be willing to pay roughly $2 dollars per month for containers that were more bear-
resistant?

Q6. Are you currently subscribed to the yard debris and food waste collection program?

Q7. Currently, collection of yard and food waste is reduced to every other week between December and
February. Would you use weekly yard and food waste service if it were provided December - February?

Q8A. The cost for individual customers would be lower

Q8B. Having everyone participate helps the environment because less material is sent to the landfill
Q8C. Households who don*"t use a service should not have to pay for it

Q8D. Having everyone participate reduces litter and illegal dumping

Q8E. The fact that these services would be mandatory, not voluntary
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Q9a. Cost to the customers

Q9B. Reliability of the service

Q9C. Quality of customer service

Q9D. Types

of materials that can be recycled

Q9E. The impact on the environment

Q10. Which of the things | have just listed would be the most important to you in the new contract for
solid waste services:

Q1l1l. These next questions are about cable service. Do you subscribe to a cable service for television,
internet and or landline telephone at your home?

Q12. Since

you have lived in Sammamish, have you ever switched a cable service?

Q12.1. Which cable company did you switch from?

Q12.2. Why
Q12.2. Why

Q13. Since

did you switch from Comcast?
did you switch from other cable company?

you have lived in Sammamish have you ever discontinued a cable service?

Q13.1. Which cable company did you discontinue?

013.2. Why
Q13.2. Why
Q14. Which
Q141. What
Q141. What

Q15. Which

did you discontinue Comcast?

did you discontinue other cable company?

cable company do you subscribe to currently?

are some of the main reasons you chose Comcast?

are some of the main reasons you chose another company?

of the following cable services do you have?

Q16. During the past two years, how many times have you lost your cable signal or cable
period of 15 minutes or more?

internet for a
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Q17. Have you ever called your cable company for information, service or to register a complaint?
Q17.1A. Reaching someone who could help you

Q17.1B. The length of time you were on hold

Q17.1C. The courtesy of the customer service representative

Q17.1D. Resolution of the issue you called about

Q18A. Monthly cost

Q18B. Internet speed

Q18C. Number of TV channels

Q18D. Reliability of Service

Q18E. Customer Service

Q19. 1 have just a few last questions for our statistical analysis. How old are you?
Q20. Which of these best describes your household at this time?

Q21. Approximate household income - before taxes - for last year.
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SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q1. Are you currently subscribed to the city garbage and recycling service?

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
»D B © O 6 6B ©) H m @ « w Q) Q) ©o ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Yes 418 29 159 168 53 5 216 150 15 29 3 41 53 85 161 59
91.3 93.5 91.4 92.3 85.5 100.0 93.9 87.7 88.2 90.6 100.0 87.2 94.6 89.5 93.1 93.7
CDE H GHj
No 23 - 8 8 7 - 6 13 2 2 - 3 3 6 6 3
5.0 4.6 4.4 11.3 2.6 7.6 11.8 6.3 6.4 5.4 6.3 3.5 4.8
G
DK/NA 17 2 7 6 2 - 8 8 - 1 - 3 - 4 6 1
3.7 6.5 4.0 3.3 3.2 3.5 4.7 3.1 6.4 4.2 3.5 1.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Independent Z-Test for Percentages (unpooled proportions)
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SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q1.1. How do you dispose of your household garbage?

Household
Income
Age Couple Couple Single Single
with with no with  with no Under $75,000- $100,000- Over

Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
®»w ® © »m 6 »6 ©) (Q)) (D) @ «® ((®) (D) Q)] (ONNG
Total Non-subscribers 23 - 8 8 7 - 6 13 2 2 - 3 3 6 6 3
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Take to city dump 9 - 2 3 4 - 2 5 1 1 - 2 1 3 2 -

39.1 25.0 37.5 57.1 33.3 38.5 50.0 50.0 66.7 33.3 50.0 33.3
Republic picks it up 4 - 1 2 1 - 1 3 - - - - - - 2 1
17.4 12.5 25.0 14.3 16.7 23.1 33.3 33.3
Waste Management 4 - 3 1 - - 2 2 - - - - 1 1 1 1
17.4 37.5 12.5 33.3 15.4 33.3 16.7 16.7 33.3
Condo/Apt 2 - 1 1 - - - 1 1 - - - - 1 1 -
8.7 12.5 12.5 7.7 50.0 16.7 16.7
Compost it 2 - - - 2 - 1 1 - - - - - 2 - -
8.7 28.6 16.7 7.7 33.3
Have very little 1 - - 1 - - - - - 1 - - - - - 1
4.3 12.5 50.0 33.3
Recycle it 1 - - - 1 - - 1 - - - 1 - - - -
4.3 14.3 7.7 33.3
Private company 1 - 1 - - - - 1 - - - - 1 - - -
4.3 12.5 7.7 33.3

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.
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SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q1.2. What is the main reason you do not subscribe to the garbage service?

Total Non-subscribers

Not city company

Not needed

Cost

No pickup at my location

No knowledge of it

Recycle it

Other mention

DK/NA/Unsure

Total

21.7

17.4

Age

Household

Income

Couple Couple Single Single

with with no with with no

18-35 36-50 51-64

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

50.0

12.5

12.5

12.5

12.5

12.5

25.0

12.5

12.5

12.5

12.5

12.5

14.3

42.9

28.6

14.3

Under $75,000- $100,000-

NA  Children Children Children Children NA  $75,000 $99,000 $149,000

50.0 23.1

23.1 100.0

33.3 15.4

16.7 7.7

Independent Z-Test for Percentages (unpooled proportions)

33.

33.

33.

66.7

33.3

33.3

33.3

16.7

16.7

Over
$150,000

16.7

16.7

33.3

33.3

33.3
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SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q2A. Overall reliability of service

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over

Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
@» B © O 6 6- ©) Q) () @ « () (D) Q) ©© ¢
Total Subscribers 418 29 159 168 53 5 216 150 15 29 3 41 53 85 161 59
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Top Two (Net) 399 25 151 162 53 5 208 143 13 29 3 40 50 83 153 56
============= 95.5 86.2 95.0 96.4 100.0 100.0 96.3 95.3 86.7 100.0 100.0 97.6 94.3 97.6 95.0 94.9

BCD BCD GH GH
Good 260 15 91 106 42 4 129 98 8 21 2 25 33 50 102 37
62.2 51.7 57.2 63.1 79.2 80.0 59.7 65.3 53.3 72.4 66.7 61.0 62.3 58.8 63.4 62.7
BCD
Satisfactory 139 10 60 56 11 1 79 45 5 8 1 15 17 33 51 19
33.3 34.5 37.7 33.3 20.8 20.0 36.6 30.0 33.3 27.6 33.3 36.6 32.1 38.8 31.7 32.2
E e
Bottom Two (Net) 18 4 8 5 - - 8 6 2 - - 1 3 2 7 3
4.3 13.8 5.0 3.0 3.7 4.0 13.3 2.4 5.7 2.4 4.3 5.1
d
Unsatisfactory 15 3 7 4 - - 7 4 2 - - 1 2 2 6 2
3.6 10.3 4.4 2.4 3.2 2.7 13.3 2.4 3.8 2.4 3.7 3.4
Poor 3 1 1 1 - - 1 2 - - - - 1 - 1 1
0.7 3.4 0.6 0.6 0.5 1.3 1.9 0.6 1.7
DK/NA 1 - - 1 - - - 1 - - - - - - 1 -
0.2 0.6 0.7 0.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q2B IE%%“: #2

Q2B. Reliability of pick up after storms

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Age
Total 18-35 36-50 51-64 65+ NA

@» B © O 6 6-

Total Subscribers 418 29 159 168 53 5

100.0 100.0 100.0 100.0 100.0 100.0

Top Two (Net) 370 26 138 151 47 5

============= 88.5 89.7 86.8 89.9 88.7 100.0

bCDE

Good 217 17 75 88 32 4

51.9 58.6 47.2 52.4 60.4 80.0

c c

Satisfactory 153 9 63 63 15 1

36.6 31.0 39.6 37.5 28.3 20.0

Bottom Two (Net) 37 3 16 14 3 -
8.9 10.3 10.1 8.3 5.7

Unsatisfactory 27 1 11 12 3 -
6.5 3.4 6.9 7.1 5.7

Poor 10 2 5 2 - -

2.4 6.9 3.1 1.2

DK/NA 11 - 5 3 3 -

2.6 3.1 1.8 5.7

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
216 150 15 29 3
100.0 100.0 100.0 100.0 100.0
186 139 12 27 3
86.1 92.7 80.0 93.1 100.0
G GHi
105 88 5 17 1
48.6 58.7 33.3 58.6 33.3
gl i
81 51 7 10 2
37.5 34.0 46.7 34.5 66.7
25 8 3 - -
11.6 5.3 20.0
H
18 6 3 - -
8.3 4.0 20.0
h
7 2 - - -
3.2 1.3
5 3 - 2 -
2.3 2.0 6.9

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

41
100.0

38
92.7

24
58.5
n

14
34.1

Independent Z-Test for Percentages (unpooled proportions)

45
84.9

27
50.9

18
34.0

36
42.4

36
42.4

Over
$150,000

52
88.1

33
55.9

19
32.2

10.2

P W



Table Q2C 'E%ﬂ)lt #2

Q2C. Thoroughness; that is, picking up everything

Total

Total Subscribers 418

Top Two (Net) 380

Satisfactory 153

Bottom Two (Net) 36
8.6

Unsatisfactory 27
6.5

Poor 9

DK/NA 2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

ELWAY RESEARCH

18-35 36-50 51-64

14
48.3

10

34.5

17.2

13.8

Comparison Groups: BCDEF/GHIJK/LMNOP

Over
$150,000

56
94.9

37
62.7

19
32.2

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000-
65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000
® & G- ©) Q) () @ « () (D) Q)
168 53 5 216 150 15 29 3 41 53 85
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
154 52 5 197 142 11 27 1 37 46 77
91.7 98.1 100.0 91.2 94.7 73.3 93.1 33.3 90.2 86.8 90.6
BCD BCD K iK K
92 38 2 116 81 8 21 - 27 29 42
54.8 71.7 40.0 53.7 54.0 53.3 72.4 65.9 54.7 49.4
BCD GH no
62 14 3 81 61 3 6 1 10 17 35
36.9 26.4 60.0 37.5 40.7 20.0 20.7 33.3 24.4 32.1 41.2
J iJ |
13 1 - 18 7 4 2 2 4 7 7
7.7 1.9 8.3 4.7 26.7 6.9 66.7 9.8 13.2 8.2
E h GHJ
11 - - 16 3 3 2 1 2 6 6
6.5 7.4 2.0 20.0 6.9 33.3 4.9 11.3 7.1
H h
2 1 - 2 4 1 - 1 2 1 1
1.2 1.9 0.9 2.7 6.7 33.3 4.9 1.9 1.2
1 - - 1 1 - - - - - 1
0.6 0.5 0.7 1.2
Independent Z-Test for Percentages (unpooled proportions)

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.



Table Q2D 'E%Iblt #2

Q2D. The container used for your garbage

SAMMAMISH UTILITIES SATISFACTION SURVEY

FEBRUARY 2015
ELWAY RESEARCH

Over
$150,000

54
91.5

30
50.8

24
40.7

P W

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000-
Total 18-35 36-50 51-64 65+ NA Children Children Children Children NA $75,000 $99,000 $149,000
@» B © O 6 6- ©) Q) () @ « () (D) Q)
Total Subscribers 418 29 159 168 53 5 216 150 15 29 3 41 53 85
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Top Two (Net) 379 24 139 157 50 5 195 136 13 28 3 39 48 74
============= 90.7 82.8 87.4 93.5 94.3 100.0 90.3 90.7 86.7 96.6 100.0 95.1 90.6 87.1
c c BCDe GH
Good 213 15 71 90 32 3 109 81 6 14 1 23 29 39
51.0 51.7 44.7 53.6 60.4 60.0 50.5 54.0 40.0 48.3 33.3 56.1 54.7 45.9
C
Satisfactory 166 9 68 67 18 2 86 55 7 14 2 16 19 35
39.7 31.0 42.8 39.9 34.0 40.0 39.8 36.7 46.7 48.3 66.7 39.0 35.8 41.2
Bottom Two (Net) 31 5 18 6 2 - 20 8 1 1 - 1 3 9
7.4 17.2 11.3 3.6 3.8 9.3 5.3 6.7 3.4 2.4 5.7 10.6
de DE L
Unsatisfactory 22 3 14 4 1 - 15 5 1 1 - 1 2 7
5.3 10.3 8.8 2.4 1.9 6.9 3.3 6.7 3.4 2.4 3.8 8.2
DE
Poor 9 2 4 2 1 - 5 3 - - - - 1 2
2.2 6.9 2.5 1.2 1.9 2.3 2.0 1.9 2.4
DK/NA 8 - 2 5 1 - 1 6 1 - - 1 2 2
1.9 1.3 3.0 1.9 0.5 4.0 6.7 2.4 3.8 2.4
G
Comparison Groups: BCDEF/GHIJK/LMNOP
Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.



Table Q2E 'E%ﬁ)lt #2

Q2E. The cost of the service

Total Subscribers

Top Two (Net)

Satisfactory

Bottom Two (Net)

Unsatisfactory

Poor

DK/NA

Total

246
58.9

103
24.6

64
15.3

39
9.3

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

ELWAY RESEARCH

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

30
56.6

13

24.5

13.2

11.3

13
15.3

51
60.0

20
23.5

14
16.5

Over
$150,000

34
21.1

21
13.0

31
52.5

17
28.8

13
22.0

Household
Age Couple Couple Single Single
with with no with with no

18-35 36-50 51-64 65+ NA Children Children Children Children NA
® © O 6 6 ©) Q) () @ « ()
29 159 168 53 5 216 150 15 29 3 41
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
20 111 129 42 2 160 110 9 24 1 24
69.0 69.8 76.8 79.2 40.0 74.1 73.3 60.0 82.8 33.3 58.5

f f k
4 18 27 12 - 28 27 1 4 1 7
13.8 11.3 16.1 22.6 13.0 18.0 6.7 13.8 33.3 17.1
c
16 93 102 30 2 132 83 8 20 - 17
55.2 58.5 60.7 56.6 40.0 61.1 55.3 53.3 69.0 41.5
8 44 38 10 2 51 38 6 5 1 15
27.6 27.7 22.6 18.9 40.0 23.6 25.3 40.0 17.2 33.3 36.6
o
2 28 28 4 1 33 22 5 3 - 8
6.9 17.6 16.7 7.5 20.0 15.3 14.7 33.3 10.3 19.5
bE bE 3
6 16 10 6 1 18 16 1 2 1 7
20.7 10.1 6.0 11.3 20.0 8.3 10.7 6.7 6.9 33.3 17.1
d
1 4 1 1 1 5 2 - - 1 2
3.4 2.5 0.6 1.9 20.0 2.3 1.3 33.3 4.9
Independent Z-Test for Percentages (unpooled proportions)

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.



Table Q2F 'E%I{blt #2

Q2F. The quality of the customer service

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Age
Total 18-35 36-50 51-64 65+ NA

®»w ® © »m 6 »6

Total Subscribers 418 29 159 168 53 5

100.0 100.0 100.0 100.0 100.0 100.0

Top Two (Net) 359 22 136 147 47 4

============= 85.9 75.9 85.5 87.5 88.7 80.0

Good 197 10 68 80 37 1

47.1 34.5 42.8 47.6 69.8 20.0

BCDF

Satisfactory 162 12 68 67 10 3

38.8 41.4 42.8 39.9 18.9 60.0

E E E e

Bottom Two (Net) 30 5 12 12 - -
7.2 17.2 7.5 7.1

Unsatisfactory 20 2 10 8 - -
4.8 6.9 6.3 4.8

Poor 10 3 2 4 - -
2.4 10.3 1.3 2.4

DK/NA 29 2 11 9 6 1

6.9 6.9 6.9 5.4 11.3 20.0

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children NA

15
6.9

11
7.3

33.3

40.0

20.0

20.0

@ ®
29 3
100.0 100.0
27 3
93.1 100.0
GHI
16 2
55.2 66.7
11 1
37.9 33.3
2 -
6.9

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

12.2

Independent Z-Test for Percentages (unpooled proportions)

45
84.9

28
52.8

17
32.1

Over
$150,000

11
6.8

49
83.1

29
49.2

20
33.9



Table @3 PaggHibit #2

Q3. If you could put more types of material
you be willing to pay a slightly higher rate?

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

ELWAY RESEARCH

into your recycling, such as batteries and styrofoam, would

Age

Total 18-35 36-50 51-64

@» G O

Total Subscribers 418 29 159
100.0 100.0 100.0

Yes 99 4 46
23.7 13.8 28.9

BE

Maybe/Depends 100 8 42
23.9 27.6 26.4

No 218 17 70
52.2 58.6 44.0

DK/NA 1 - 1
0.2 0.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

37
22.0

90
53.6

65+ NA
® ¢
53 5
100.0 100.0
8 -
15.1
9 2
17.0 40.0
36 3
67.9 60.0
cd

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) Q) () (C) ()
216 150 15 29 3
100.0 100.0 100.0 100.0 100.0
58 33 2 5 1
26.9 22.0 13.3 17.2 33.3
53 36 4 5 -
24.5 24.0 26.7 17.2
104 81 9 19 2
48.1 54.0 60.0 65.5 66.7
g
1 - - - -
0.5

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

41
100.0

9
22.0

Independent Z-Test for Percentages (unpooled proportions)

11

13
24.5

29
54.7

18
21.2

48
56.5

Over
$150,000 NA

42 13
26.1 22.0

72 33
44.7 55.9



Table Q4 PaggHibit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q4. How often - if at all - have you had a problem with bears or other animals getting into your garbage
or food waste containers?

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over

Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
» B © O 6 6B ©) H m @ « w M Q) o ¢
Total Subscribers 418 29 159 168 53 5 216 150 15 29 3 41 53 85 161 59
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Never 278 20 102 111 38 3 130 110 11 21 1 26 40 54 107 36
66.5 69.0 64.2 66.1 71.7 60.0 60.2 73.3 73.3 72.4 33.3 63.4 75.5 63.5 66.5 61.0

G p
Maybe once or twice 87 4 36 37 9 1 52 28 2 4 1 10 7 20 36 10
20.8 13.8 22.6 22.0 17.0 20.0 24.1 18.7 13.3 13.8 33.3 24 .4 13.2 23.5 22.4 16.9
Once in a while 35 3 15 12 5 - 19 10 2 3 1 4 4 6 13 8
8.4 10.3 9.4 7.1 9.4 8.8 6.7 13.3 10.3 33.3 9.8 7.5 7.1 8.1 13.6
Frequently 16 1 6 8 - 1 14 2 - - - 1 1 4 5 5
3.8 3.4 3.8 4.8 20.0 6.5 1.3 2.4 1.9 4.7 3.1 8.5
H
DK/NA 2 1 - - 1 - 1 - - 1 - - 1 1 - -
0.5 3.4 1.9 0.5 3.4 1.9 1.2

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table @5 PagyHibit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q5. Would you be willing to pay roughly $2 dollars per month for containers that were more bear-

resistant?
Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
» B © O 6 6B ©) H m @ « w M Q) o ¢
Total Subscribers 418 29 159 168 53 5 216 150 15 29 3 41 53 85 161 59
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Yes 41 3 22 12 3 1 25 12 2 2 - 4 3 10 15 9
9.8 10.3 13.8 7.1 5.7 20.0 11.6 8.0 13.3 6.9 9.8 5.7 11.8 9.3 15.3
De m
Maybe/Depends 39 4 20 14 1 - 23 11 3 1 - 1 5 7 19 5
9.3 13.8 12.6 8.3 1.9 10.6 7.3 20.0 3.4 2.4 9.4 8.2 11.8 8.5
e E E i L
No 336 22 116 142 48 4 167 127 10 25 3 36 45 67 126 45
80.4 75.9 73.0 84.5 90.6 80.0 77.3 84.7 66.7 86.2 100.0 87.8 84.9 78.8 78.3 76.3
o bC g GHI1J
DK/NA 2 - 1 - 1 - 1 - - 1 - - - 1 1 -
0.5 0.6 1.9 0.5 3.4 1.2 0.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q6 PaggHibit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY

FEBRUARY 2015

ELWAY RESEARCH

Q6. Are you currently subscribed to the yard debris and food waste collection program?

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over

Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
»D B © O 6 6B ©) H m @ « w Q) Q) ©o ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Yes 262 13 108 112 24 3 145 92 13 1 16 28 55 108 38
57.2 41.9 62.1 61.5 38.7 60.0 63.0 53.8 41.2 40.6 33.3 34.0 50.0 57.9 62.4 60.3
BE BE hid 1 L L L
No 184 16 62 66 36 2 78 76 18 2 30 28 36 59 24
40.2 51.6 35.6 36.3 58.1 40.0 33.9 44 .4 52.9 56.3 66.7 63.8 50.0 37.9 34.1 38.1

c CcDh G G NOP 0

DK/NA 12 2 4 4 2 - 7 3 1 - 1 - 4 6 1
2.6 6.5 2.3 2.2 3.2 3.0 1.8 5.9 3.1 2.1 4.2 3.5 1.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Independent Z-Test for Percentages (unpooled proportions)



Table Q7 PaggHtbit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q7. Currently, collection of yard and food waste is reduced to every other week between December and
February. Would you use weekly yard and food waste service if it were provided December - February?

Household
Income
Age Couple Couple Single Single
with  with no with  with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA

®»” & © O 6 »6 ©) H () @ «® () o Q) ONNG

Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0

Not likely to use 284 18 114 102 44 3 143 106 10 19 3 27 31 57 114 42
62.0 58.1 65.5 56.0 71.0 60.0 62.2 62.0 58.8 59.4 100.0 57.4 55.4 60.0 65.9 66.7

d D GHIJ
Maybe likely to use 65 6 20 28 9 1 30 27 1 6 - 8 10 18 15 8
14.2 19.4 11.5 15.4 14.5 20.0 13.0 15.8 5.9 18.8 17.0 17.9 18.9 8.7 12.7
o 0
Very likely to use 88 5 33 42 7 1 49 29 3 6 - 7 10 15 40 12
19.2 16.1 19.0 23.1 11.3 20.0 21.3 17.0 17.6 18.8 14.9 17.9 15.8 23.1 19.0
E
Not sure/Depends 15 2 3 8 2 - 5 8 1 1 - 4 5 3 2 -
3.3 6.5 1.7 4.4 3.2 2.2 4.7 5.9 3.1 8.5 8.9 3.2 1.2
o 0

DK/NA 6 - 4 2 - - 3 1 2 - - 1 - 2 2 1
1.3 2.3 1.1 1.3 0.6 11.8 2.1 2.1 1.2 1.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q8A 'E%Iﬁit #2

Q8A. The cost for individual customers would be lower

Total Sample

Very significant

Somewhat significant

Not significant

DK/NA

Total

61
13.3

18

Age

SAMMAMISH UTILITIES SATISFACTION SURVEY

18-35 36-50 51-64

® © O
31 174 182
100.0 100.0 100.0
16 97 103
51.6 55.7 56.6
9 55 47
29.0 31.6 25.8
E
6 17 25
19.4 9.8 13.7
- 5 7
2.9 3.8

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

35
56.5

11
17.7

11
17.7

60.0

or

20.

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

FEBRUARY 2015
ELWAY RESEARCH

Household

Couple Couple Single
with with no with

Single
with no

Children Children Children Children

(©) (GQ)) a
230 171 1
100.0  100.0 100
132 91
57.4 53.2 52
73 38
31.7 22.2 23.
Hi
24 30
10.4 17.5 5.
Gi
1 12
0.4 7.0 17
G

(el ]

18.8

15.6

NA

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

Independent Z-Test for Percentages (unpooled proportions)

32
57.1

11
19.6

10
17.9

10.5

Over
$150,000 NA

©© ¢
173 63
100.0 100.0
92 38
53.2 60.3
54 14
31.2 22.2

Lm
24 8
13.9 12.7
3 3
1.7 4.8



Table Q8B 'E%Iﬁit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q8B. Having everyone participate helps the environment because less material is sent to the landfill

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
»D B © O 6 6B ©) H m @ « w Q) Q) ©o ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Very significant 238 15 99 93 26 3 127 79 9 19 1 27 19 53 95 33
52.0 48.4 56.9 51.1 41.9 60.0 55.2 46.2 52.9 59.4 33.3 57.4 33.9 55.8 54.9 52.4
E h M M M M
Somewhat significant 124 11 40 50 20 2 64 45 4 9 1 12 20 23 47 18
27.1 35.5 23.0 27.5 32.3 40.0 27.8 26.3 23.5 28.1 33.3 25.5 35.7 24.2 27.2 28.6
Not significant 79 5 29 32 12 - 37 34 2 4 1 6 13 16 29 11
17.2 16.1 16.7 17.6 19.4 16.1 19.9 11.8 12.5 33.3 12.8 23.2 16.8 16.8 17.5
DK/NA 17 - 6 7 4 - 2 13 2 - - 2 4 3 2 1
3.7 3.4 3.8 6.5 0.9 7.6 11.8 4.3 7.1 3.2 1.2 1.6
G o

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q8C 'E%I:Blt #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q8C. Households who don"t use a service should not have to pay for it

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
@» B © O 6 6- ©) Q) () @ « () (D) Q) ©© ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Very significant 245 12 90 95 43 2 121 91 6 22 3 26 31 50 86 39
53.5 38.7 51.7 52.2 69.4 40.0 52.6 53.2 35.3 68.8 100.0 55.3 55.4 52.6 49.7 61.9
BCD ghl GHIJ 0
Somewhat significant 131 13 55 53 7 2 76 41 7 5 - 8 16 28 57 16
28.6 41.9 31.6 29.1 11.3 40.0 33.0 24.0 41.2 15.6 17.0 28.6 29.5 32.9 25.4
E E E HJ b 1 L
Not significant 73 6 26 32 9 - 31 34 2 5 - 11 8 16 29 6
15.9 19.4 14.9 17.6 14.5 13.5 19.9 11.8 15.6 23.4 14.3 16.8 16.8 9.5
g p
DK/NA 9 - 3 2 3 1 2 5 2 - - 2 1 1 1 2
2.0 1.7 1.1 4.8 20.0 0.9 2.9 11.8 4.3 1.8 1.1 0.6 3.2

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q8D 'E%I:Bgit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q8D. Having everyone participate reduces litter and illegal dumping

Total Sample

Very significant

Somewhat significant

Not significant

DK/NA

Total

185
40.4

149
32.5

109
23.8

15
3.3

Age

18-35 36-50 51-64

31 174 182
100.0 100.0 100.0

9 75 75
29.0 43.1 41.2

14 57 61
45.2 32.8 33.5
E e E

8 37 41
25.8 21.3 22.5

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

24
38.7

13
21.0

20
32.3

NA

20.0

40.0

40.0

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children NA

52
30.4

51
29.8

9]

10
5.8

41.

17.

11.

N N

@ ®
32 3
100.0 100.0
15 1
46.9 33.3
10 2
31.3 66.7
5 -
15.6
2 -
6.3

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

[e4)
o uh

Independent Z-Test for Percentages (unpooled proportions)

15
26.8

23
41.1

15
26.8

30
31.6

20
21.1

Over
$150,000 NA

©© ¢
173 63
100.0 100.0
72 27
41.6 42.9

M m

55 21
31.8 33.3
45 14
26.0 22.2

1 1

0.6 1.6



Table Q8E 'E%I:Bit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q8E. The fact that these services would be mandatory, not voluntary

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over

Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
@» B © O 6 6- ©) Q) () @ « () (D) Q) ©© ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Very significant 209 10 74 89 32 2 96 85 7 19 - 21 22 51 75 27
45.6 32.3 42.5 48.9 51.6 40.0 41.7 49.7 41.2 59.4 447 39.3 53.7 43.4 42.9

b b g m
Somewhat significant 149 13 69 50 13 3 93 41 5 7 1 13 21 25 64 19
32.5 41.9 39.7 27.5 21.0 60.0 40.4 24.0 29.4 21.9 33.3 27.7 37.5 26.3 37.0 30.2
E DE e HJ n
Not significant 83 8 27 36 11 - 40 33 3 5 1 10 10 17 30 15
18.1 25.8 15.5 19.8 17.7 17.4 19.3 17.6 15.6 33.3 21.3 17.9 17.9 17.3 23.8
DK/NA 17 - 4 7 6 - 1 12 2 1 1 3 3 2 4 2
3.7 2.3 3.8 9.7 0.4 7.0 11.8 3.1 33.3 6.4 5.4 2.1 2.3 3.2
c G

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q9A 'E%ﬁ?it #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q9a. Cost to the customers

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over

Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
@» B © O 6 6- ©) Q) () @ « () (D) Q) ©© ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Top priority 229 19 88 85 30 3 117 85 6 16 - 22 30 46 85 27
50.0 61.3 50.6 46.7 48.4 60.0 50.9 49.7 35.3 50.0 46.8 53.6 48.4 49.1 42.9
High priority 175 10 65 72 26 2 88 60 10 14 3 18 21 39 67 26
38.2 32.3 37.4 39.6 41.9 40.0 38.3 35.1 58.8 43.8 100.0 38.3 37.5 41.1 38.7 41.3

gh GHI1J
Medium priority 46 1 19 22 4 - 24 19 1 2 - 5 3 9 21 7
10.0 3.2 10.9 12.1 6.5 10.4 11.1 5.9 6.3 10.6 5.4 9.5 12.1 11.1
b B m
Low priority 7 1 1 3 2 - 1 6 - - - 2 2 - - 3
1.5 3.2 0.6 1.6 3.2 0.4 3.5 4.3 3.6 4.8
G
DK/NA 1 - 1 - - - - 1 - - - - - 1 - -
0.2 0.6 0.6 1.1

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q9B 'E%Iﬂlt #2

Q9B. Reliability of the service

Total

Total Sample 458

Top priority 193

High priority 226

Medium priority 30

Low priority 6

DK/NA 3

Age

SAMMAMISH UTILITIES SATISFACTION SURVEY

18-35 36-50 51-64

31 174 182

100.0 100.0 100.0

9 72 78
29.0 41.4 42.9

15 86 91
48.4 49.4 50.0

5 14 9

16.1 8.0 4.9
dE E

1 1 3

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

65+ NA

® ¢

62 5

100.0 100.0

29 2

46.8 40.0
b

31 2

50.0 40.0

1 1

1.6 20.0

1 -
1.6

FEBRUARY 2015
ELWAY RESEARCH

Household

Income

Couple Couple Single Single

with with no with with no

(©) (GQ)) (O) @ ®
230 171 17 32 3
100.0 100.0 100.0 100.0 100.0
100 75 4 11 -
43.5 43.9 23.5 34.4
i i
108 82 12 19 3
47.0 48.0 70.6 59.4 100.0
Gh GHI1J
21 7 1 1 -
9.1 4.1 5.9 3.1
Hi
1 4 - 1 -
0.4 2.3 3.1
- 3 - - -
1.8

Independent Z-Test for Percentages (unpooled proportions)

Under $75,000- $100,000-
Children Children Children Children NA  $75,000 $99,000 $149,000

47
100.0

18
38.3
m

27

57.4
n

2.1

21.4

39
41.1

Over
$150,000

80
46.2

11



Table Q9C 'E%Iﬁlt #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q9C. Quality of customer service

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over

Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
@» B © O 6 6- ©) Q) () @ « () (D) Q) ©© ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Top priority 102 5 35 42 19 - 48 44 3 6 - 16 9 22 35 14
22.3 16.1 20.1 23.1 30.6 20.9 25.7 17.6 18.8 34.0 16.1 23.2 20.2 22.2

Mo
High priority 234 13 91 93 33 2 115 81 9 23 3 24 31 46 89 31
51.1 41.9 52.3 51.1 53.2 40.0 50.0 47 .4 52.9 71.9 100.0 51.1 55.4 48.4 51.4 49.2
GH GHIJ
Medium priority 98 8 42 38 7 2 56 34 4 3 - 6 11 20 43 14
21.4 25.8 24.1 20.9 11.3 40.0 24.3 19.9 23.5 9.4 12.8 19.6 21.1 24.9 22.2
E e J b L
Low priority 19 4 5 7 2 1 11 7 1 - - - 4 5 5 4
4.1 12.9 2.9 3.8 3.2 20.0 4.8 4.1 5.9 7.1 5.3 2.9 6.3
DK/NA 5 1 1 2 1 - - 5 - - - 1 1 2 1 -
1.1 3.2 0.6 1.1 1.6 2.9 2.1 1.8 2.1 0.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q9D 'E%ﬁit #2

Q9D. Types of materials that can be recycled

Age

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Total 18-35 36-50 51-64

Total Sample 458 31

174

182

100.0 100.0 100.0 100.0

Top priority 105 6

39

22.9 19.4 22.4

High priority 219 14

91

47.8 45.2 52.3

Medium priority 108 9

f

34

23.6 29.0 19.5

Low priority 24 2
5.2 6.5

DK/NA 2 -
0.4

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

47
25.8
e

82
45.1

42
23.1

10
16.1

29
46.8

22
35.5
Cd

20.

20.

20.

40.

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
230 171 17 32 3
100.0 100.0 100.0 100.0 100.0
50 44 2 8 -
21.7 25.7 11.8 25.0
118 72 7 16 2
51.3 42.1 41.2 50.0 66.7
h
48 47 6 6 1
20.9 27.5 35.3 18.8 33.3
14 7 1 2 -
6.1 4.1 5.9 6.3
— 1 1 - -
0.6 5.9

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

Independent Z-Test for Percentages (unpooled proportions)

12
21.4

23
41.1

14
25.0

12.5
no

47
49.5

22
23.2

Over
$150,000

81
46.8

41
23.7

12
19.0

28
44 .4

18
28.6



Table Q9E Iﬁ%ﬁﬁt #2

Q9E. The impact on the environment

SAMMAMISH UTILITIES SATISFACTION SURVEY

FEBRUARY 2015
ELWAY RESEARCH

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

Over
$150,000

Age
Total 18-35 36-50 51-64 65+ NA
“»” & ©O© O 6 6
Total Sample 458 31 174 182 62 5
100.0 100.0 100.0 100.0 100.0 100.0
Top priority 135 9 54 53 16 2
29.5 29.0 31.0 29.1 25.8 40.0
High priority 185 9 71 79 23 1
40.4 29.0 40.8 43.4 37.1 20.0
Medium priority 94 9 31 33 18 2
20.5 29.0 17.8 18.1 29.0 40.0
cd
Low priority 43 4 17 17 5 -
9.4 12,9 9.8 9.3 8.1
DK/NA 1 - 1 - - -
0.2 0.6

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA

©) H m @ «
230 171 17 32 3
100.0 100.0 100.0 100.0 100.0
72 48 - 15 -

31.3 28.1 46.9

gH
96 66 11 8 1
41.7 38.6 64.7 25.0 33.3

J gHJ

42 38 5 6 2
18.3 22.2 29.4 18.8 66.7
aj
20 18 1 3 -

8.7 10.5 5.9 9.4
— 1 — — —

0.6

Independent Z-Test for Percentages (unpooled proportions)

47
100.0

16
34.0

18
38.3
m

9
19.1

21
37.5
nP

12
21.4

16
28.6

12.5

10.5

39.3

35
20.2

14

13
20.6

31
49.2

12
19.0

11.1



Table Q10 'E%Iﬁit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q10. Which of the things I have just listed would be the most important to you in the new contract for

solid waste services:

Total Sample

Cost to customers

Reliability of service

Quality of customer
service

Types of materials able

to be recycled

Environmental impact

DK/NA

Total

96
21.0

13

62
13.5

73
15.9

Age

18-35 36-50 51-64

22.6

19.4

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

19.5

12.1

20.3

32
17.6

24
13.2

29.0

NA

100.

60.

40.

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

5
0

3
0

230
100.0

97
42.2

50
21.7

31
13.5

46
20.0
HI

21.6

23
13.5

21
12.3

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children

43.8

15.6

25.0

15.6

NA

100.0

3
100.0
GHIJ

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

47
100.0

30
63.8
NOP

10.6

14.9

Independent Z-Test for Percentages (unpooled proportions)

28

10
17.9

10
17.9

23.2

17.9

Over
$150,000

26
15.0

27
15.6

17.5

10
15.9

11
17.5



Table Q11 'E%Iﬁit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q1l1l. These next questions are about cable service. Do you subscribe to a cable service for television,
internet and or landline telephone at your home?

Income

Under $75,000- $100,000-

$75,000 $99,000 $149,000

w () Q)
47 56 95
100.0  100.0 100.0
42 48 90
89.4 85.7 94.7
m

5 8 5
10.6 14.3 5.3

Over

$150,000 NA

Household
Age Couple Couple Single Single
with with no with with no
Total 18-35 36-50 51-64 65+ NA Children Children Children Children NA
@» B © O 6 6 ©) Q) () (C) ()
Total Sample 458 31 174 182 62 5 230 171 17 32 3
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Yes 414 30 157 163 55 5 213 154 14 27 2
90.4 96.8 90.2 89.6 88.7 100.0 92.6 90.1 82.4 84.4 66.7
cd CDE

No 41 1 15 19 6 - 17 16 3 5 -

9.0 3.2 8.6 10.4 9.7 7.4 9.4 17.6 15.6

b

DK/NA 3 - 2 - 1 - - 1 - - 1
0.7 1.1 1.6 0.6 33.3

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.

© ®
173 63
100.0 100.0
156 55
90.2 87.3
17 6
9.8 9.5

- 2

3.2



Table Q12 IE%H“: #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q12. Since you have lived In Sammamish, have you ever switched a cable service?

Household
Income
Age Couple Couple Single Single
with  with no with with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
»D B © O 6 6B ©) H m @ « w Q) Q) ©o ¢
Total cable subscribers 414 30 157 163 55 5 213 154 14 27 2 42 48 90 156 55
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Yes 85 6 36 30 11 2 50 29 2 4 - 10 10 18 32 11
20.5 20.0 22.9 18.4 20.0 40.0 23.5 18.8 14.3 14.8 23.8 20.8 20.0 20.5 20.0
No 324 24 118 133 42 3 162 122 11 23 2 32 37 71 122 44
78.3 80.0 75.2 81.6 76.4 60.0 76.1 79.2 78.6 85.2 100.0 76.2 77.1 78.9 78.2 80.0
GHiJ
DK/NA 5 - 3 - 2 - 1 3 1 - - - 1 1 2 -
1.2 1.9 3.6 0.5 1.9 7.1 2.1 1.1 1.3

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q121 E%ﬁl&ﬁ #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q12.1. Which cable company did you switch from?

Age

Total 18-35 36-50 51-64 65+ NA

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children

NA

Income

Under $75,000- $100,000-

Total cable switchers 85 6 36 30 11 2
100.0 100.0 100.0 100.0 100.0 100.0

Comcast 38 2 17 14 3 2
44.7 33.3 47.2 46.7 27.3 100.0
BCDE
Other 42 3 16 15 8 -
49.4 50.0 44.4 50.0 72.7
c
DK/NA 5 1 3 1 - -

Comparison Groups: BCDEF/GHIJK/LMNOP

50
100.0

22
44.0

24
48.0

29
100.0

15
51.7

13
44.8

100.0
GH

$75,000 $99,000 $149,000
w (O Q)
10 10 18
100.0  100.0 100.0
2 4 8
20.0 40.0 44.4
8 6 8
80.0 60.0 44.4
NO
- - 2
11.1

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Over
$150,000 NA

©© ¢
32 11
100.0 100.0
18 4
56.3 36.4

L
13 6
40.6 54.5
1 1
3.1 9.1



Table Q122CE§&9ﬂ)ﬁ9#2

Q12.2. Why did you switch from Comcast?

Total Comcast cable
switchers

Price/Expensive

Poor service/Unreliable

Only one available
Try dish/Competitor
Needed High speed

Internet

Customer service

Better deal with

satellite

Service Package

Total

18
47.4

10
26.3

10.5

SAMMAMISH UTILITIES SATISFACTION SURVEY

Age
18-35 36-50 51-64 65+ NA
® O O 6 6O
2 17 14 3 2
100.0 100.0 100.0 100.0 100.0
1 9 6 1 1
50.0 52.9 42.9 33.3 50.0
- 3 4 3 -
17.6 28.6 100.0
CcD
1 - 2 - 1
50.0 14.3 50.0
- 2 1 - -
11.8 7.1
- 1 1 - -
59 7.1
- 2 - - -
11.8
- 1 - - -
5.9
- 1 - - -
5.9

Comparison Groups: BCDEF/GHIJK/LMNOP
Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

FEBRUARY 2015
ELWAY RESEARCH

Income

Under $75,000- $100,000-

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ « w
22 15 - 1 - 2
100.0 100.0 100.0 100.0
10 7 - 1 - 1
45.5 46.7 100.0 50.0
GH
4 5 - 1 - -
18.2 33.3 100.0
GH
2 2 - - - 1
9.1 13.3 50.0
2 1 - - - -
9.1 6.7
1 1 - - - -
4.5 6.7
2 - - - - -
9.1
1 - - - - -
4.5
1 — — - - -
4.5

Independent Z-Test for Percentages (unpooled proportions)

25.0

50.0

25.0

25.

37.

12.

12.

12.

12.

$75,000 $99,000 $149,000

Over

$150,000

22.

11.

16.

75.0

25.0



Table Q122CE§&9ﬂ)ﬁ0#2

Q12.2. Why did you switch from other cable company?

Total other cable
switchers
Price/Expensive
Needed High speed
Internet

Only one available
Service Package
Customer service

Other mention

DK/NA/Unsure

Age

SAMMAMISH UTILITIES SATISFACTION SURVEY

Total 18-35 36-50 51-64

2 -
4.8

29 3
69.0 100.0
CcD

Comparison Groups: BCDEF/GHIJK/LMNOP
Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

10

13.

13.

2
3

9

12.

7

62.5 60.0 87.5

FEBRUARY 2015
ELWAY RESEARCH

Household

Income

Couple Couple Single Single

with with no with with no Under $75,000- $100,000-
Children Children Children Children NA  $75,000 $99,000 $149,000
©) H m @ « w Q) Q)
24 13 2 3 - 8 6 8
100.0 100.0 100.0 100.0 100.0 100.0 100.0
2 2 - 1 - 1 - 2
8.3 15.4 33.3 12.5 25.0
3 - - - - 1 - -
12.5 12.5
- - 1 - - - - -
50.0
- - 1 - - - - -
50.0
1 - - - - - - 1
4.2 12.5
1 1 - - - 1 - 1
4.2 7.7 12.5 12.5
17 10 - 2 - 5 6 4
70.8 76.9 66.7 62.5 100.0 50.0

LNO

Independent Z-Test for Percentages (unpooled proportions)

Over

$150,000 NA

© ®
13 6
100.0 100.0
1 -
7.7
2 -
15.4
1 -
7.7
1 -
7.7
8 6
61.5 100.0
LNO



Table Q13 'E%ﬁ}lt #2

SAMMAMISH UTILITIES SATISFACTION SURVEY

FEBRUARY 2015
ELWAY RESEARCH

Q13. Since you have lived In Sammamish have you ever discontinued a cable service?

Household
Age Couple Couple Single Single
with with no with with no

Total 18-35 36-50 51-64 65+ NA Children Children Children Children

»D B © O 6 6B ©) H m

Total non-cable 41 1 15 19 6 - 17 16
subscribers 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0

Yes 23 1 8 12 2 - 10 11
56.1 100.0 53.3 63.2 33.3 58.8 68.8 33.3

CDE j J

No 18 - 7 7 4 - 7 5
43.9 46.7 36.8 66.7 41.2 31.3 66.7

Comparison Groups: BCDEF/GHIJK/LMNOP

NA

Income

Under $75,000- $100,000- Over
$75,000 $99,000 $149,000 $150,000 NA

() (D) Q) ©© ¢

5 8 5 17 6
100.0 100.0 100.0 100.0 100.0
1 6 3 11 2
20.0 75.0 60.0 64.7 33.3

Lp L

4 2 2 6 4
80.0 25.0 40.0 35.3 66.7
MO m

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.



Table Q131 E%ﬁlgﬁ #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q13.1. Which cable company did you discontinue?

Household
Income
Age Couple Couple Single Single
with with no with with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
»D B © O 6 6B ©) H m @ « w Q) Q) ©o ¢
Total discontinuers 23 1 8 12 2 - 10 11 1 1 - 1 6 3 11 2
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Comcast 19 1 7 10 1 - 9 8 1 1 - 1 5 3 10 -
82.6 100.0 87.5 83.3 50.0 90.0 72.7 100.0 100.0 100.0 83.3 100.0 90.9
H H
Other 3 - 1 1 1 - 1 2 - - - - - - 1 2
13.0 12.5 8.3 50.0 10.0 18.2 9.1 100.0
0
DK/NA 1 - - 1 - - - 1 - - - - 1 - - -
4.3 8.3 9.1 16.7

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q132CE§&9ﬂ)ﬁ3#2

Q13.2. Why did you discontinue Comcast?

SAMMAMISH UTILITIES SATISFACTION SURVEY

Age
Total 18-35 36-50 51-64 65+
@» G © m 6
Total Comcast 19 1 7 10 1
discontinuers 100.0 100.0 100.0 100.0 100.0
Price/Expensive 9 1 3 5 -
47.4 100.0 42.9 50.0
CcD
Poor service/Unreliable 5 - 2 2 1
26.3 28.6 20.0 100.0
CcDh
Dislike of company 2 - 2 - -
10.5 28.6
Other mention 2 - - 2 -
10.5 20.0
DK/NA/Unsure 2 - 1 1 -
10.5 14.3 10.0

Comparison Groups: BCDEF/GHIJK/LMNOP

FEBRUARY 2015
ELWAY RESEARCH

Household

Couple Couple Single Single

with with no with with no
Children Children Children Children
©) H m &)
9 8 1 1
100.0 100.0 100.0 100.0
4 4 1 -
44 .4 50.0 100.0
GH
2 3 - -
22.2 37.5
2 - - -
22.2
- 1 - 1
12.5 100.0
H
2 — — —
22.2

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

100.0

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

80.

20.

[N

Or

66.

33.

Over

$150,000 NA

40.0

20.0

10.0

20.0



Table QlSZ(EI;C’H;fbﬁ4#2

Q13.2. Why did you discontinue other cable company?

Total

»

Total other 3
discontinuers 100.0
Price/Expensive 2
66.7

Poor service/Unreliable 1
33.3

Age

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no

18-35 36-50 51-64 65+

- 1 1 1
100.0 100.0 100.0

- 1 - 1
100.0 100.0

100.0

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

NA Children Children Children Children

100.0

- 1
100.0

100.0

1
50.0

1
50.0

Income

Under $75,000-
NA $75,000 $99,000

Independent Z-Test for Percentages (unpooled proportions)

$100,000-
$149,000

Over
$150,000 NA

1 2
100.0 100.0

1 1
100.0 50.0

- 1
50.0



Table Q14 'E%ﬁ?it #2

SAMMAMISH UTILITIES SATISFACTION SURVEY

Q1l4. Which cable company do you subscribe to currently?

Age
Total 18-35 36-50 51-64 65+ NA
®»w ® © »m 6 »6
Total cable subscribers 414 30 157 163 55 5

100.0 100.0 100.0 100.0 100.0 100.0

Comcast 356 25 136 142 45 4
86.0 83.3 86.6 87.1 81.8 80.0
Other 52 5 18 19 9 1
12.6 16.7 11.5 11.7 16.4 20.0
DK/NA 6 - 3 2 1 -

FEBRUARY 2015
ELWAY RESEARCH

Household
Income
Couple Couple Single Single
with with no with with no Under $75,000- $100,000- Over

Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
©) H m @ « w Q) Q) ©o ¢
213 154 14 27 2 42 48 90 156 55
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
181 131 14 24 2 34 40 81 135 48
85.0 85.1 100.0 88.9 100.0 81.0 83.3 90.0 86.5 87.3

GHj GHj

29 20 - 3 - 8 7 8 20 5
13.6 13.0 11.1 19.0 14.6 8.9 12.8 9.1
3 3 - - - - 1 1 1 2
1.4 1.9 2.1 1.1 0.6 3.6

1.4 1.9 1.2

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Independent Z-Test for Percentages (unpooled proportions)



Table Q141 E%ﬁlgﬁ #2

SAMMAMISH UTILITIES SATISFACTION SURVEY

Q141. What are some of the main reasons you chose Comcast?

Total Comcast
subscribers

Only cable service
provider available

Fast internet speed

Good value/Cost

Good service/Reliability

Bundled services

Programming/Variety/0On
demand
Convienient

Have Comcast but don"t
like them

Total

23

16

4.5

15
4.2

Age

18-35 36-50 51-64

12.0

12.0

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

N

=~

13.3

15.6

25.

25.

25.

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

FEBRUARY 2015
ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children

(©) (GQ)) (O)
181 131 14
100.0  100.0  100.0
91 72
50.3 55.0 42.
24 13
13.3 9.9 7
J
15 15
8.3 11.5 7.
11 14
6.1 10.7
13 8
7.2 6.1 7
10 3
5.5 2.3 7
8 5
4.4 3.8 14.
1 5
0.6 3.8
g

16.7

50.

50.

Income

Under $75,000- $100,000
$75,000 $99,000 $149,000

(O] () N
34 40 8
100.0  100.0 100.
16 23 4
47.1 57.5 49.
- 8
20.0 9.
6 4
17.6 10.0 9.
0
3 1
8.8 2.5 8
2 1
5.9 2.5 7
1 -
2.9 3
3 2
8.8 5.0 4

Independent Z-Test for Percentages (unpooled proportions)

Over
$150,000

21
43.8

10.4



Table Ql41)E%ﬁi8ﬁ #2

(Continued

SAMMAMISH UTILITIES SATISFACTION SURVEY

Q141. What are some of the main reasons you chose Comcast?

Age
Total 18-35 36-50 51-64 65+
» B © O 6
Good customer service 5 - - 3 2
1.4 2.1 4.4
Cant use dish/Location 5 - 1 3 1
unsutible 1.4 0.7 2.1 2.2
Other mention 12 1 7 3 1
3.4 4.0 5.1 2.1 2.2
DK/NA/Unsure 23 3 9 6 3

Comparison Groups: BCDEF/GHIJK/LMNOP

25.0

FEBRUARY 2015
ELWAY RESEARCH

Household

Couple Couple Single
with with no with

Single
with no

Children Children Children Children

(©) (G)) ()
- 3 -
2.3
1 - -
0.6
9 3 -
5.0 2.3
9 7 3
5.0 5.3 21.4

4
16.7
G

12.5

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

10.0

Over

$150,000 NA



Table Ql4lEEl§&9ﬂ)ﬁ8#2

Q141. What are some of the main reasons you

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

chose another company?

Over
$150,0

00

Total

Q)

Total Comcast 52
subscribers 100.0
Good value/Cost 10
19.2

Good service/Reliability 3
5.8

Fast internet speed 2
3.8

Only cable service 2
provider available 3.8
Bundled services 1
1.9

Other mention 3
5.8

DK/NA/Unsure 31

Age
18-35 36-50 51-64 65+ NA
® O O 6 6O
5 18 19 9 1
100.0 100.0 100.0 100.0 100.0
2 6 2 - -
40.0 33.3 10.5
d
- 1 1 1 -
5.6 5.3 11.1
1 - 1 - -
20.0 5.3
- 1 - 1 -
5.6 11.1
- - 1 - -
5.3
- - 2 1 -
10.5 11.1
2 10 12 6 1
59.6 40.0 55.6 63.2 66.7 100.0
BCDE

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Household
Income
Couple Couple Single Single

with with no with with no Under $75,000- $100,000-
Children Children Children Children NA  $75,000 $99,000 $149,000
©) H m @ « w Q) Q)
29 20 - 3 - 8 7 8
100.0 100.0 100.0 100.0 100.0 100.0
7 3 - - - - 1 2
24.1 15.0 14.3 25.0
2 1 - - - - - -

6.9 5.0
- 1 - 1 - 1 - -

5.0 33.3 12.5

1 1 - - - - - -

3.4 5.0
1 - - - - - - -

3.4
- 2 - 1 - 1 - 1
10.0 33.3 12.5 12.5
18 12 - 1 - 6 6 5
62.1 60.0 33.3 75.0 85.7 62.5
0

Independent Z-Test for Percentages (unpooled proportions)

45.



Table Q15 'E%ﬁ?it #2

Q15. Which of the following cable services do you have?

Total Comcast
subscribers

Television

Internet

Landline Telephone

DK/NA

SAMMAMISH UTILITIES SATISFACTION SURVEY

Age
Total 18-35 36-50 51-64
@»” G ©O© O
356 25 136 142
100.0 100.0 100.0 100.0
311 19 112 132
87.4 76.0 82.4 93.0
bC
320 23 127 124
89.9 92.0 93.4 87.3
d
190 7 65 81
53.4 28.0 47.8 57.0
B B
2 - 2 -
0.6 1.5

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

41
91.1

39
86.7

35
77.8
BCDF

100.0
CDE

25.0

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

FEBRUARY 2015
ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
181 131 14 24 2
100.0 100.0 100.0 100.0 100.0
155 118 13 19 2
85.6 90.1 92.9 79.2 100.0
GHJ
166 114 13 23 2
91.7 87.0 92.9 95.8 100.0
h GH
91 73 8 16 2
50.3 55.7 57.1 66.7 100.0
GHIJ
1 1 - - -
0.6 0.8

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

Independent Z-Test for Percentages (unpooled proportions)

35
87.5

37
92.5

21
52.5

74
91.4

46
56.8

Over
$150,000

40
83.3

40
83.3

28
58.3



Table Q16 'E%ﬁ?it #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q16. During the past two years, how many times have you lost your cable signal or cable internet for a
period of 15 minutes or more?

Total Comcast
subscribers

0

1-2

More than 10

DK/NA

MEAN

STANDARD DEVIATION
STANDARD ERROR

Total

73
20.5

107
30.1

73
20.5

64

18.0

20

10.74

25.04
1.37

Age

18-35 36-50 51-64

32.

32.0

12.0

8.87

20.66
4.31

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

30
22.1

36
26.5

29
21.3

26
19.1

9.22

15.95
1.40

25
17.6

47
33.1

31
21.8

28
19.7

12.86

33.14
2.84

65+ NA
® ¢
45 4
100.0 100.0
3 -
6.7
9 -
20.0
13 2
28.9 50.0
10 -
22.2
b
5 2
11.1 50.0
5 -
11.1
8.38 30.50
CE
16.21 46.65
2.56 23.33

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children

38
21.0

52
28.7

36
19.9

37
20.4

12.09

28.79
2.18

27
20.6

44
33.6

26
19.8

19
14.5

9.38

21.59
1.95

14.3

21.4

35.7

14.3

14.3

8.00

5.46
1.58

16.7

29.2

16.7

25.0

11.18

20.56
4.38

NA

50.0

4.00

4.00

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

15
44.1
OoP

Independent Z-Test for Percentages (unpooled proportions)

19.69

53.12
8.85

16
19.8

30
37.0
OoP
17
21.0

13
16.0

9.63

16.81
1.90

Over
$150,000

31
23.0

32
23.7

33
24.4
Lm

25
18.5

10.27

22.42
1.97

10.4

18.8

18.8

11
22.9

10
20.8

11.55

20.96
3.16



Table Q17 'E%I‘B'It #2

SAMMAMISH UTILITIES SATISFACTION SURVEY

Q17. Have you ever called your cable company for information,

FEBRUARY 2015
ELWAY RESEARCH

service or to register a complaint?

Income

Under $75,000- $100,000-

Age
Total 18-35 36-50 51-64 65+ NA
»D B © O 6 6B
Total Comcast 356 25 136 142 45 4
subscribers 100.0 100.0 100.0 100.0 100.0 100.0
Yes 314 17 117 130 43 4
88.2 68.0 86.0 91.5 95.6 100.0
b B BC BCD
No 41 8 18 12 2 -
11.5 32.0 13.2 8.5 4.4
cDE E
DK/NA 1 - 1 - - -
0.3 0.7

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),
Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
181 131 14 24 2
100.0 100.0 100.0 100.0 100.0
159 113 13 23 2
87.8 86.3 92.9 95.8 100.0
gh GH
22 17 1 1 -
12.2 13.0 7.1 4.2
J J
- 1 - - -
0.8

$75,000 $99,000 $149,000
w (O Q)

34 40 81
100.0  100.0 100.0
30 34 72

88.2 85.0 88.9

4 6 8

11.8 15.0 9.9

- - 1

1.2

Independent Z-Test for Percentages (unpooled proportions)

Over
$150,000 NA
©© ¢
135 48
100.0 100.0
117 44
86.7 91.7
18 4
13.3 8.3



Table Q171PEI§<’H;fbﬁ2#2

Q17.1A. Reaching someone who could help you

Total complaint callers

Top Two (Net)

Very satisfied

Satisfied

Bottom Two (Net)

Unsatisfied

Very unsatisfied

DK/NA

Total

314
100.0

177
56.4

24
7.6

153
48.7

133
42.4

76
24.2

57
18.2

SAMMAMISH UTILITIES SATISFACTION SURVEY

Age
18-35 36-50 51-64 65+ NA
® © O 6 6
17 117 130 43 4
100.0 100.0 100.0 100.0 100.0
9 55 77 34 2
52.9 47.0 59.2 79.1 50.0
c bCD
2 6 9 7 -
11.8 5.1 6.9 16.3
c
7 49 68 27 2
41.2 41.9 52.3 62.8 50.0
c C
7 60 52 9 2
41.2 51.3 40.0 20.9 50.0
dE E
2 36 31 6 1
11.8 30.8 23.8 14.0 25.0
BE
5 24 21 3 1
29.4 20.5 16.2 7.0 25.0
e E e
1 2 1 - -
5.9 1.7 0.8

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

FEBRUARY 2015
ELWAY RESEARCH

Household

Income

Couple Couple Single Single

with with no with with no

Under $75,000- $100,000-

Children Children Children Children NA  $75,000 $99,000 $149,000

©) Q) () @ « ()

159 113 13 23 2 30

100.0 100.0 100.0 100.0 100.0 100.0

82 73 6 14 2 22

51.6 64.6 46.2 60.9 100.0 73.3

G GHIJ MnO

7 13 1 2 1 2

4.4 11.5 7.7 8.7 50.0 6.7

G

75 60 5 12 1 20

47.2 53.1 38.5 52.2 50.0 66.7

MnO

75 39 6 9 - 8

47 .2 34.5 46.2 39.1 26.7
H

41 26 4 4 - 4

25.8 23.0 30.8 17.4 13.3

34 13 2 5 - 4

21.4 11.5 15.4 21.7 13.3
H

2 1 1 - - -

1.3 0.9 7.7

Independent Z-Test for Percentages (unpooled proportions)

32.4

35
48.6

31
43.1

18
25.0

13
18.1

Over
$150,000

55
47.0

52
44 .4

30
25.6

22
18.8

26
59.1

16
36.4

10
22.7



Table Ql7lEEl§&9ﬂ)ﬁ3#2

Q17.1B. The length of time you were on hold

Total complaint callers

Top Two (Net)

Very satisfied

Satisfied

Bottom Two (Net)

Unsatisfied

Very unsatisfied

DK/NA

Total

15

109
34.7

183
58.3

105
33.4

78
24.8

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Age
18-35 36-50 51-64 65+ NA
® © O 6 6
17 117 130 43 4
100.0 100.0 100.0 100.0 100.0
9 37 47 30 1
52.9 31.6 36.2 69.8 25.0
c CDF
2 4 6 3 -
11.8 3.4 4.6 7.0
7 33 41 27 1
41.2 28.2 31.5 62.8 25.0
CDf
8 76 81 12 3
47.1 65.0 62.3 27.9 75.0
E E E
4 41 49 7 3
23.5 35.0 37.7 16.3 75.0
E E BcdE
4 35 32 5 -
23.5 29.9 24.6 11.6
E E
- 4 2 1 -
3.4 1.5 2.3

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
159 113 13 23 2
100.0 100.0 100.0 100.0 100.0
55 50 6 11 2
34.6 44 .2 46.2 47.8 100.0
GHI1J
7 6 1 1 -
4.4 5.3 7.7 4.3
48 44 5 10 2
30.2 38.9 38.5 43.5 100.0
GHI1J
101 60 6 12 -
63.5 53.1 46.2 52.2
h
51 40 4 8 -
32.1 35.4 30.8 34.8
50 20 2 4 -
31.4 17.7 15.4 17.4
H
3 3 1 - -
1.9 2.7 7.7

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

30
100.0

16
53.3
0

1
3.3

15
50.0

14

46.7

26.7

20.0

Independent Z-Test for Percentages (unpooled proportions)

38.2

11
32.4

18
52.9

10
29.4

23.5

26
36.1

39
54.2

17
23.6

22
30.6

Over
$150,000

36
30.8

76
65.0

46
39.3

30
25.6

19
43.2

23
52.3

15
34.1



Table Ql7lCEl§&9ﬂ)ﬁ4#2

SAMMAMISH UTILITIES SATISFACTION SURVEY

Q17.1C. The courtesy of the customer service representative

Total complaint callers

Top Two (Net)

Very satisfied

Satisfied

Bottom Two (Net)

Unsatisfied

Very unsatisfied

DK/NA

Total

197
62.7

62
19.7

33
10.5

29
9.2

Age

18-35 36-50 51-64

29.4

17.6

11.8

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

83
63.8

20
15.4

75.

25.

50.

25.

25.

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

oOpr

FEBRUARY 2015
ELWAY RESEARCH

Household

Couple Couple Single
with with no with

Single
with no

Children Children Children Children

(©) (G)) a
159 113 1
100.0 100.0 100
117 96
73.6 85.0 69
G
15 25
9.4 22.1 23.
G
102 71
64.2 62.8 46.
39 15
24.5 13.3 23.
H
21 8
13.2 7.1 15.
h
18 7
11.3 6.2 7.
3 2
1.9 1.8 7

15
65.2

13.0

NA

50.0

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

21
70.0

13.3

10.0

Independent Z-Test for Percentages (unpooled proportions)

18
52.9

10
29.4

14.7

19.4

Over
$150,000

20
17.1

73
62.4
22
18.8

13
11.1

28
63.6

15.9



Table Ql?llEWfbﬁ%Z

Q17.1D. Resolution of the issue you called about

Total

Total complaint callers 314

Top Two (Net) 200

Very satisfied 37

Satisfied 163
51.9

Bottom Two (Net) 109
34.7

Unsatisfied 55
17.5

Very unsatisfied 54
17.2

DK/NA 5

Age

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

18-35 36-50 51-64

10
58.8

29.4

29.4

@

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

58
49.6

49
41.9

25
21.4

42
32.3

24
18.5

18
13.8

24
55.8

10
23.3

14.0

75.

75.

25.

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

o w

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
159 113 13 23 2
100.0 100.0 100.0 100.0 100.0
89 86 8 14 2
56.0 76.1 61.5 60.9 100.0
G GHI1J
13 14 4 5 1
8.2 12.4 30.8 21.7 50.0
g
76 72 4 9 1
47.8 63.7 30.8 39.1 50.0
GIJ
68 25 4 9 -
42.8 22.1 30.8 39.1
H
31 14 3 6 -
19.5 12.4 23.1 26.1
37 11 1 3 -
23.3 9.7 7.7 13.0
Hi
2 2 1 - -
1.3 1.8 7.7

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

30.

20.

10.

Independent Z-Test for Percentages (unpooled proportions)

39
54.2

26
36.1

11
15.3

15
20.8

Over
$150,000

11.1

31
70.5
MnO

15.9

13.6



Table Q18A E?ﬂ"ﬁb‘ﬁ #2

Q18A. Monthly cost

Total Comcast
subscribers

Top Two (Net)

Good

Satisfactory

Bottom Two (Net)

Unsatisfactory

Poor

DK/NA

Total

96
27.0

226
63.5

119

33.4

107
30.1

21
5.9

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Age

18-35 36-50 51-64 65+ NA
® © O 6 6
25 136 142 45 4
100.0 100.0 100.0 100.0 100.0
7 37 44 18 2
28.0 27.2 31.0 40.0 50.0
3 4 4 1 1
12.0 2.9 2.8 2.2 25.0
4 33 40 17 1
16.0 24.3 28.2 37.8 25.0

Bc
16 90 90 25 2
64.0 66.2 63.4 55.6 50.0
6 46 51 14 1
24.0 33.8 35.9 31.1 25.0
10 44 39 11 1
40.0 32.4 27.5 24.4 25.0
2 9 8 2 -
8.0 6.6 5.6 4.4

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children NA

47
26.0

116
64.1

57

31.5

59
32.6

10

35
26.7

81
61.8

45

34.4

36
27.5

11
8.4

42.9

57.1

21.4

35.7

@ ®
24 2
100.0 100.0
8 1
33.3 50.0
1 -
4.2
7 1
29.2 50.0
16 1
66.7 50.0
11 1
45.8 50.0
5 -
20.8

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

20
58.8

11
32.4

Independent Z-Test for Percentages (unpooled proportions)

20.0

28
70.0

15
37.5
13
32.5

10.0

24
29.6

52
64.2

25

30.9

27
33.3

Over
$150,000

32
23.7

91
67.4

49
36.3

42
31.1

41.7

17
35.4

24
50.0

14

29.2

10
20.8



Table Q18B E%ﬁlkﬁ #2

Q18B. Internet speed

Total Comcast
subscribers

Top Two (Net)

Satisfactory

Bottom Two (Net)

Unsatisfactory

Poor

DK/NA

Total

40
11.2

27
7.6

34

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Age
18-35 36-50 51-64 65+ NA
® O O 6 6
25 136 142 45 4
100.0 100.0 100.0 100.0 100.0
16 97 99 38 3
64.0 71.3 69.7 84.4 75.0
bCD
9 47 49 20 3
36.0 34.6 34.5 44.4 75.0
bcd
7 50 50 18 -
28.0 36.8 35.2 40.0
7 28 27 3 1
28.0 20.6 19.0 6.7 25.0
E E E
4 15 18 1 1
16.0 11.0 12.7 2.2 25.0
e E E
3 13 9 2 -
12.0 9.6 6.3 4.4
2 11 16 4 -
8.0 8.1 11.3 8.9

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children

64
35.4

38
21.0

22
12.2

16
8.8

15
8.3

49
37.4

14
10.7

16
12.2

66.7

50.0

50.0

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

Independent Z-Test for Percentages (unpooled proportions)

23
57.5

12
30.0

11
27.5

68

31
38.3

37
45.7
MO

Over
$150,000

10.4

31
64.6

13
27.1

18
37.5

11
22.9



Table Q18C E?ﬂ"ﬁb‘ﬁ #2

Q18C. Number of TV channels

Total Comcast
subscribers

Top Two (Net)

Satisfactory

Bottom Two (Net)

Unsatisfactory

Poor

DK/NA

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Age
Total 18-35 36-50 51-64 65+ NA
@» B © O 6 6-
356 25 136 142 45 4
100.0 100.0 100.0 100.0 100.0 100.0
268 16 96 111 40 3
75.3 64.0 70.6 78.2 88.9 75.0
BCd
144 9 48 61 22 2
40.4 36.0 35.3 43.0 48.9 50.0
124 7 48 50 18 1
34.8 28.0 35.3 35.2 40.0 25.0
40 2 17 17 1 1
11.2 8.0 12.5 12.0 2.2 25.0
E E
14 1 4 8 - 1
3.9 4.0 2.9 5.6 25.0
26 1 13 9 1 -
7.3 4.0 9.6 6.3 2.2
E
48 7 23 14 4 -
13.5 28.0 16.9 9.9 8.9
de d

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
181 131 14 24 2
100.0 100.0 100.0 100.0 100.0
135 102 10 17 2
74.6 77.9 71.4 70.8 100.0
GHI1J
69 62 6 6 -
38.1 47.3 42.9 25.0
J
66 40 4 11 2
36.5 30.5 28.6 45.8 100.0
GHIJ
19 13 3 3 -
10.5 9.9 21.4 12.5
6 5 1 2 -
3.3 3.8 7.1 8.3
13 8 2 1 -
7.2 6.1 14.3 4.2
27 16 1 4 -
14.9 12.2 7.1 16.7

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

34
100.0

26
76.5

14
41.2

12
35.3

14.7

Independent Z-Test for Percentages (unpooled proportions)

25
62.5

15
37.5

10

25.0

17.5

10.

O

20.

12
14.8

Over
$150,000

11.1

14
10.4

35
72.9

18
37.5

17

35.4

12.5

14.6



Table Q18D E?ﬂ"ﬁb‘ﬂ #2

Q18D. Reliability of Service

Total Comcast
subscribers

Top Two (Net)

Satisfactory

Bottom Two (Net)

Unsatisfactory

Poor

DK/NA

Total

142

85
23.9

49
13.8

36

10.1

22
6.2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015

Age
18-35 36-50 51-64 65+ NA
® O O 6 6
25 136 142 45 4
100.0 100.0 100.0 100.0 100.0
18 87 101 37 2
72.0 64.0 71.1 82.2 50.0
C
9 31 45 18 2
36.0 22.8 31.7 40.0 50.0
c C
9 56 56 19 -
36.0 41.2 39.4 42.2
5 39 33 6 2
20.0 28.7 23.2 13.3 50.0
E
2 27 15 3 2
8.0 19.9 10.6 6.7 50.0
bDE e
3 12 18 3 -
12.0 8.8 12.7 6.7
2 10 8 2 -
8.0 7.4 5.6 4.4

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children NA

53
29.3

31
17.1

22

12.2

11
6.1

45
34.4

54
41.2
21
16.0

11
8.4

10

11
8.4

21.

35.

42.

28.

14.

wnN

@ ®
24 2
100.0 100.0
19 2
79.2 100.0
GHIJ
9 1
37.5 50.0
10 1
41.7 50.0
5 -
20.8
3 -
12.5
2 -
8.3

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

17.6

Independent Z-Test for Percentages (unpooled proportions)

26
65.0

10
25.0

16

40.0

10
25.0

15.0

10.0

10.0

20
24.7

11
13.6

Over
$150,000

36
26.7

19
14.1

17
12.6

33
68.8

15
31.3

18

37.5

10
20.8

14.6

10.4



Table Q18E E%ﬁlt?ﬂ #2

Q18E. Customer Service

Total Comcast
subscribers

Top Two (Net)

Satisfactory

Bottom Two (Net)

Unsatisfactory

Poor

DK/NA

Total

152
42.7

98
27.5

47
13.2

51
14.3

26
7.3

SAMMAMISH UTILITIES SATISFACTION SURVEY

Age
18-35 36-50 51-64 65+ NA
® O O 6 6
25 136 142 45 4
100.0 100.0 100.0 100.0 100.0
15 82 94 38 3
60.0 60.3 66.2 84.4 75.0
BCD
4 20 36 18 2
16.0 14.7 25.4 40.0 50.0
C BCd
11 62 58 20 1
44.0 45.6 40.8 44.4 25.0
6 43 39 5 1
24.0 31.6 27.5 11.1 25.0
E E
2 14 25 4 1
8.0 10.3 17.6 8.9 25.0
c
4 29 14 1 -
16.0 21.3 9.9 2.2
e DE E
4 11 9 2 -
16.0 8.1 6.3 4.4

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

FEBRUARY 2015
ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no

Children Children Children Children

(©) (G))
181 131
100.0 100.0 1
108 91
59.7 69.5
g
31 40
17.1 30.5
G
77 51
42.5 38.9
61 26
33.7 19.8
HJ
27 16
14.9 12.2
34 10
18.8 7.6
HJ
12 14
6.6 10.7

87.5

20.8

16
66.7
GH

12.5

NA

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

17
50.0

14.7

Independent Z-Test for Percentages (unpooled proportions)

50.0

12.5

15
37.5

15
37.5

17
21.0

33
40.7

28
34.6

10
12.3

18
22.2
LOP

Over
$150,000

29
21.5

62
45.9

35
25.9

20
14.8

15
11.1

21
43.8

16.7



Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000

10
21.3

19
40.4

13
27.7
MNO

15
26.8

28
50.0

10.7

45
47.4
LMP

32
33.7

12
12.6

Over
$150,000

80
46.2
LMP

71
41.0

11
6.4

17
27.0

23
36.5

Teble Q19 faggh it #2
SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH
Q19. 1 have just a few last questions for our statistical analysis. How old are you?
Household
Age Couple Couple Single Single
with with no with with no
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA
®»w ® © »m 6 »6 ©) (Q)) (D) @ «®
Total Sample 458 31 174 182 62 5 230 171 17 32 3
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
18-35 31 31 - - - - 20 9 - 2 -
6.8 100.0 8.7 5.3 6.3
36-50 174 - 174 - - - 141 19 9 3 1
38.0 100.0 61.3 11.1 52.9 9.4 33.3
HJ HJ
51-64 182 - - 182 - - 56 99 7 19 -
39.7 100.0 24.3 57.9 41.2 59.4
G G
65+ 62 - - - 62 - 10 41 1 8 2
13.5 100.0 4.3 24.0 5.9 25.0 66.7
Gl Gl Gl
NA/REF 9 - - - - 5 3 3 - - -
2.0 100.0 1.3 1.8

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

Independent Z-Test for Percentages (unpooled proportions)



Table Q20 'E%%t #2

SAMMAMISH UTILITIES SATISFACTION SURVEY
FEBRUARY 2015
ELWAY RESEARCH

Q20. Which of these best describes your household at this time?

Household
Income
Age Couple Couple Single Single
with with no with  with no Under $75,000- $100,000- Over
Total 18-35 36-50 51-64 65+ NA  Children Children Children Children NA  $75,000 $99,000 $149,000 $150,000 NA
@» B © O 6 6- ©) Q) () @ « () (D) Q) ©© ¢
Total Sample 458 31 174 182 62 5 230 171 17 32 3 47 56 95 173 63
100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Couple with Children at 230 20 141 56 10 2 230 - - - - 10 23 58 102 30
Home 50.2 64.5 81.0 30.8 16.1 40.0 100.0 21.3 41.1 61.1 59.0 47.6
DE bDEFT E L LMp LM L
Couple with No Children 171 9 19 99 41 3 - 171 - - - 23 21 28 62 27
at Home 37.3 29.0 10.9 54.4 66.1 60.0 100.0 48.9 37.5 29.5 35.8 42.9
C BC BCd C N n
Single with Children at 17 - 9 7 1 - - - 17 - - 5 4 1 5 1
Home 3.7 5.2 3.8 1.6 100.0 10.6 7.1 1.1 2.9 1.6
Nop n
Single with No Children 32 2 3 19 8 - - - - 32 - 9 8 8 3 3
at Home 7.0 6.5 1.7 10.4 12.9 100.0 19.1 14.3 8.4 1.7 4.8
C C nOP Op 0
NA/REF 8 - 2 1 2 - - - - - 3 - - - 1 2
1.7 1.1 0.5 3.2 100.0 0.6 3.2

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances), Independent Z-Test for Percentages (unpooled proportions)
Uppercase letters indicate significance at the 95% level.

Lowercase letters indicate significance at the 90% level.



Table Q21 'E%ﬁit #2

SAMMAMISH UTILITIES SATISFACTION SURVEY

Q21. Approximate household income - before taxes - for last year.

Total Sample

Under $75,000

$75,000 to 99,000

$100,000 to 149,000

Over $150,000

No answer

Total

56
12.2

95
20.7

173
37.8

87
19.0

Age

18-35 36-50 51-64 65+

22.6

= o

16.

10
32.3

12.9

Comparison Groups: BCDEF/GHIJK/LMNOP

Independent T-Test for Means (equal variances),

45
25.9

80
46.0

24
13.8

o G
182 62
100.0 100.0
19 13
10.4 21.0
Cd
28 6
15.4 9.7
C
32 12
17.6 19.4
71 11
39.0 17.7
E
32 20
17.6 32.3
BCD

NA

1
20.0

4
80.0
BCDE

Uppercase letters indicate significance at the 95% level.
Lowercase letters indicate significance at the 90% level.

FEBRUARY 2015
ELWAY RESEARCH

Household
Couple Couple Single Single
with with no with with no
Children Children Children Children NA
©) H m @ «
230 171 17 32 3
100.0 100.0 100.0 100.0 100.0
10 23 5 9 -
4.3 13.5 29.4 28.1
G G Gh
23 21 4 8 -
10.0 12.3 23.5 25.0
g
58 28 1 8 -
25.2 16.4 5.9 25.0
HI i 1
102 62 5 3 1
44 .3 36.3 29.4 9.4 33.3
J J
37 37 2 4 2
16.1 21.6 11.8 12.5 66.7
gij

Income

Under $75,000- $100,000-
$75,000 $99,000 $149,000 $150,000 NA

Independent Z-Test for Percentages (unpooled proportions)

56
100.0

95
100.0

95
100.0

Over

173
100.0

173
100.0

63
100.0

63
100.0
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xhjbit
UtilitlECS r%I.eltlls?action Survey SurveyMonkey

1 What is your zip code?

Answered: 479 Skipped: 0

98074 43%

98075 54%

0% 10% 20% 30% 40% 50% 60% 70% 80% 0% 100%

Answer Choices Responses

98074 - 43% 204

98075 ; 54% 260

Other - % 15

Total 479

1/36



Exhibit 3



.. Exhibit3 |
Utilities Satisfaction Survey SurveyMonkey
2 Gender

Answered: 471 Skipped: 8

Malo | 51%

Femnale 43%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices : Responses
Male 51% 241
Female . 49% 230
- Total 471

2/36



Exhibit 3



Utilitl%ggla%tsgction Survey SurveyMonkey

€13 Do you currently subscribe to garbage

and recycling services?

Answered: 479 Skipped: §

1%

Dom'tknow/NA 1%
0% 10%  20%  30%  40%  50%  60%  70%  80%  90% 100%

Answer Choices - Responses

Yes - 98% 468

No 1% 6

Don't know / NA 1% 5

’ Total 479

3/36



Exhibit 3



xhibit
UtilitE:s Satisgaction Survey

Ci4 How do you dispose of your household
garbage?

Answered: §  Skippad:

# - Responses
1 - Take to KC xfer station

2 We have compost bins, but go to Issaquah recycling and to the King Co. transfer station.

473

3 ~ Apartment has recycle bins and compactor,

: I haut it to the transfer station,

5 . Take it to Factoria dump.

6 . Compost. Recycle at WA Works in Issaquah (sheltered workshop). The occasional bag of garbage goes in the

. neighbor's can (with their permission),

SurveyMonkey

" Date

é/13/2015’5:0’6 PM
| nzeorseasaM
 totsTOIAM
 2em01seBOAM
 1B02015733PM

172812015 10:06 AM



Exhibit 3



. Exhibit3 .
Utilities Satisfaction Survey SurveyMonkey

{15 What is the main reason you do not
subscribe to the garbage service?

Amswered: §  Skipped: 473

. . . R . . . . : : . bate .

‘ 1 k no curbsxde service at my address - . ” ; 21 3/2015 5:06 PM

2 . Itis too hard to take the cans to the plck‘up spot up a steep dnveway S ’2/1212015 o9 45 AM -

“ 3 Apartments prov:de for fees fhat is pad w«th rent ” - ‘EM2/1112015 7: 01 AM'
4 I HThere are to many can piaced near our dnveway now, We hve next m a pr&vate road and there is nearty a dozen WEW2/9/2015 8: 59 AM .

. can that clutter the area. There are times that | need fo move cans o get to the street. The pick up crews don't
. take care fo keep the dnveway clear when they pxck up

5 ! To expenswe De have that much garbage Recycie a !ot 1/30/2015 7:33 PM

6 . Low garbage output frequent travei \' 1/28/2015 10:06 AM



Exhibit 3



. Exhibit3
Utilities Satisfaction Survey SurveyMonkey

(16 The following are some aspects of the
garbage and recycling service. Please
indicate if you would rate the aspect as

Excellent, Good, Fair, or Poor.

Answerad: 441 Skipped: 38

A. Overall |
reliability ... |

B. Reliability
of pick up...

D.The |
container us.., |

E. The cost of
the service i

F. The quality Z
of the custo... |

0%  10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

i Excellent

Fair @ Poor @ Don't Know

 Excellent ~ Good  Fair  Poor Don't Know Total

A. Overall reliability of services provided 50% 42% 6% 1% 0%
* 219 186 28 6 o 439

B. Reliability of pick up after storms ‘ 37% 42% 12% 4% 5%
- 162 184 54 17 22 439

C. Thoroughness - that is, picking up everything 38% 39% 18% 5% 0%

1 165 172 77 24 o 438
D. The container used for your garbage i 28% 45% | 20% 6% 1%

| 120 197 85 28 4 | 434

E. The cost of the service : 5% 34% 40% 9% 2%
24 148 176 | 82 8 . 438

F. The quality of the customer service 16% 3%  21% 6% 20%
89 160 90 28 86 | 433

6/36



Exhibit 3



xhjbit
Utilitl%s ryatis?acticm Survey SurveyMonkey

7 If you could put more types of material
into your recycling, such as batteries and
styrofoam, would you be willing to pay a
slightly higher rate?

Answered: 447 Sidpped: 37

Yes | 15%

Maybe / Depends ' 39%

No 45%

Don'tKnow /NA § 1%

0%  10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices - Responses

Yas 15% 68

Maybe / Depends 39% 171

No - 45% 198

Don't Know / NA 1% 5

Total 442

7/36
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. Exhibit 3 .
Utilities Satisfaction Survey SurveyMonkey

€18 How often — if at all - have you had a
problem with bears or other animals getting
into your garbage or food waste
containers?

Answered: 441 Skipped: 38

Frequently l 3%

Once in a while

Maybe once or
twice

Don't Know / NA l 1%

21%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

k MMf Choices k Réspcnses
Frequently i 3% 4
Once in a while 1% | : | 50
Mayﬁ# oﬁce ofh:vice 21% o . 62
, &evérw e 54% B 231
. sgn;t KHOW/NA ~t 1% B e b
Total . 441

8/36
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... Exhibit 3
Utilities Satisfaction Survey

(19 Would you be willing to pay roughly $2
dollars per month for containers that were
more bear-resistant?

Maybe / Depends

No

Don’t Know / NA | 3%

Answer Choices
Yes
“ ‘M’a);be/l‘ bepands
No ”

Don't Know / NA

Total

0%

10%

Answerad: 441

20%

19%

30%

40%

Sklpped: 38

50%

60% 70%

Responses
- 10%

- 69%

69%

9/36

3%

80%

9%

SurveyMonkey

90% 100%

42

441
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.. Exhibit 3 .
Utilities Satisfaction Survey SurveyMonkey

110 Are you currently subscribed to the
yard debris and food waste collection
program?

Answered: 430 Bkipped: 48

Yes | 65%
No 33%
Don't Know / NA 3%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses

Yes . 65% 278

No - 33% 140

Don't Know / NA 3% 12
Total | 430

10/36



Exhibit 3



xhibit
Utilitgs Satis%ction Survey

€111 Currently, collection of yard and food
waste is reduced to every other week
between December and February. Would
you use weekly yard and food waste service
if it were provided December — February?

Answered: 434 Slipped: 45

Very likely to 0,

Maybe fikely
to use

Not jikely to
uss

Depends .
Don't know / NA - 1%

0%  10% 20% 30% 40% 50% 60% 70% 80%

50%

6%

* Answor Cholces | R
Very likely to use . 18%
Maybe likely to use
Not likely to use 50%
Depends 6%
Dori't know / NA ;, 11%
Total

11/ 36

0%

SurveyMonkey

100%

- 14%

79

61

219
27

48
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.. Exhibit 3 .
Utilities Satisfaction Survey SurveyMonkey

(112 Yard and food waste collection is
currently billed separately from garbage
and recycling collection. There has been

some discussion of combining garbage and
recycling with yard and food waste
collection into a single service with a single
bill. Listed are some potential advantages
and disadvantages of this proposal.
Indicate whether that argument is: 1) Very
Significant; 2) Somewhat Significant; 3) Not

Significant to your thinking about the

proposal.

Answernd: 425  Skipped: 54

The cost fol
individual..

Having |
everyone... |

Households i
who
don't use a..

Having 1
everyone... |

The fact that |
these servic... |

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

@8 Very Significant

Somewhat Significant | Not Significant i Don't Know

Very Somewhat -~ Not Don't Total

Significant  Significant Significant Know

The cost for individual customers would be lower 65% 22% 5 % 6%
‘ 272 93 31 24 420

Having everyone participate helps the environment because less material is | 51% 30% 15% 4%
sent o the landfilt i 217 126 62 8 - 423

Households who don't use a service should not have to pay for it 46% 29% 21% 5% !
194 120 87 19 420

Having everyone participate reduces litter and illegal dumping 42% 33% | 20% 5%
‘ 176 137 85 22 0 420

The fact that these services would be mandatory, not voluntary 42% 32% 19% 7% |

179 133 82 28 422

Y
Ny
S~
w
[op}
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xhijbit
UtilitE:s rga’ttis%action Survey SurveyMonkey

€113 The City of Sammamish will soon be
accepting bids for a new contract for solid
waste services. We would like to know how
important the following factors are to you.
Indicate whether you think that the
following should be a top priority in the new
solid waste contract, a high priority,
medium or a low priority.

Answared: 433 Bkipped: 48

Costto |
customers

Reliability of |
the service |

Quality of |
customer... |

Types of |
materials th... |

The impact on
the |
environment |

0%  10% 20% 30% 40% 50% 60% 70% 80% 20% 100%

@ Top priority

High priority Medium priority @l Low priority

Top priority o High priority Medium priority . Low priority Total

Cost to customers 63% 3% 6% %
' 270 135 24 3 432

Reliability of the service ! 60% 36% 3% 1%
260 185 14 3 432

Quality of customer service 30% 45% 23% 3%
" 127 180 | a8 11 428

Types of materials that an be recycled ; 36% 4“% 2% 3%
; 155 175 89 12 431

The impact on the environment : 37% 34% 23% 6%
' 160 144 99 26 429

13736
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Exhibit 3

Utilities Satisfaction Survey

0%

100%
80%
60%
40%
20%
Answer Choices
Cost to customers
Reliability of service

Q114 Which of the factors listed in the
previous question would be the most
important to you in the new contract for
solid waste services?

55%

Cost to
customers

Types of materials able to be recycled

Environmental impact
Quality of customer service
Don't Know / NA

Total

B

21%

Reliability
of service

ved: 432 Skipped: 47

0,

12% 8%
Types of Environment
materials al impact
able to be
recycled

14/ 36

SurveyMonkey
3% 1%
EORTERCENR
Quality of Don't Know
customer f NA
service
Responses
| 55% 238
21% 91
| 12% 50
8% 34
3% 13
1% 6
432




Exhibit 3



UtilitE:)s( @:%ts%ction Survey

€15 Do you have any other feedback you’d
like to provide about garbage services in
the City of Sammamish?

Answersd: 128 Skipped: 284

# Responses

1 . Driver should not plckup contalners that are placed on snclewalks Sldewalks are for pedestnans

The current team we have is fnendly and we have not hand many instances of no plckup

SurveyMonkey

:
| 2/22/2015 7:49 PM

| 2/20/2015 11.08 AM

1/6

2
3 Re yard waele packup, i would prefer they resume weekly plckup again lhe f rst of February as the weather is - 2/16/2015 219 PM
good enough to allow yard cleanup at that time. nghl now | have a full can waltmg for next week's prckjup /
4 Wlth the mcreased amount of weste |deally bemg recycled perhaps we could look at every cther week for . 2/16/2015 12:11 PM
garbage plckup therefore reducmg the cost. !
5 | Do NOT let envrronmentahsls and ether Liberal Types hejack and rmplement changes to suit their own culte 2/15/2015 2:14 PM
6 Overall l am very pleased More types of plashc recycling would be helpfui Weekly yard wasle in Nov and Dec 2/14/2015 8:16 AM
! helps clear fall tree debris, but don't need Jan-Feb
7 Been very happy wlth our service and l especlally llke lhe yard waste arrangement wnth extra bundles laken as . 2/13/2015 8:23 PM
' needed '
8 : Sammamtsh rates are ssgmﬁcantly hlgher than those of Bellevue/Clyde HllllMedma How can that be” | 2/13/2015 7:08 PM
9 i1 have three trifie rent drivers do plck up. The yard waste and garbage plck up drivers are oulstanding The 2/13/2015 7:.05 PM
i recycle truck driver has hit trees,knocked down power lines, hit a car, knocks over the can and leaves it , and :
. does not pnck up spxlls
10 The cost for trash and recycle only is redlculus l t l 2/13/2015 5:25 PM
1 Questzon #10 is confusmg "Argumenl" means whel? ! 2/1 3/2015 3 25 PM
12 Don't make me rent the recycle bm, n‘l have to pay for recyclmg at least let me buy my own bm so | don't have to  2/11/2015 3:04 PM
! pay a monthly fee for the rest of my life.
13 Please get wasle management - 2/10/2015 6:32 PM
14 - lam satlsﬁed w:lh Waste Managements service. The pickup in my area is on a Friday early am. If the commumty | 2/10/2015 6:29 PM
| would put their garbage out in the morning instead of the night before no bear proof caris would be needed. A
| new type trash can would be costly to the customer and time consuming and costly to the garbage service
: company Also why possxbly mjure the bear who will get the food. Stop temptmg the bear, they were here first.
15 Would like the Opthl’\ of setllng out an even smaller garbage container (at less cost), as we hardly generate any 2/10/2015 5:57 PM
garbage with the food waste program. |
16 My main irritation with the garbage (not recycle) service is the way they throw the cans around { have had to 2/10/2015 2:41 PM
‘ replace my can twice because they keep gettmg broken. ]
17 : 1) Recyclmg old bulbs, pamls are very drlf'cult Can we get nollf' catlon (:f we choose lo subscribe) of whlt and © 2/10/2015 2:23 PM
. where do we get rid of those 2) If families are recycling LESS (by weight) why cant those families be given
. discounts. This will promote LESS garbage generation 3) if 2 families can share their garbage containers will you
promote/provide discounts. If YES, please send flyers and entertain us to opt-in 4) Provide every means by which
| wecan generate less garbage
18 | Pleese prowde mulbple companies to service, that way n‘ one prov:der is not perfommg io the tap mosl quallty I 2110/2015 11:14 AM
. then users have the chance to switch promders at any time.
19 ! Net havmg ophons on recycle and yard waste cosls at least wnth gamage cans you can choase size te use that 201012015 11:.06 AM
fits your family. With recycle and yard waste it is one size for all. Also the cost is high - want to see reduced costs
. for waste.
20 . Waste Management customer service is terrible 2/10/2015 10:20 AM
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21

22

23

24

25

26

27

28

29

30

" inthe past year, drivers often set bins down on our lawn. Also, frequently bits of trash are across the lawn or in 2110/2015 9 00 AM
. the street. Seems less tidy and attentive as far as service goes, in recent months. 'm doing some "clean-up® ;
. ongce or twice a month.

Include access to routine "show and tell” tours for the public to observe handling of trash from curb side to final 2/9/2015 9:02 PM
disposal sites. 1st hand observation for students and responsible, interested citizens. Mandatory for anyone
- found or admmedly gurfty of litter,

E lt is extremely xmportant to our famrly that we have bear proof contamers Wlth over 20 srghtings on or near our 2/9/2015 8:19 PM

property in the last four years we need fo stop attracting them into our neighborhoods. King County fish and

. wildlife believes that having bear proof containers is a key part in preventing these animals from seeking food in
- the neighborhoods. They are becoming less scared of us, and more prevalent. It is fime to take action now before
. someone gets hurt or killed.

- We often don't fill our containers, and only take them out for collection every other week. Is there any ©2/9/2015 4:52 PM
consideration for every-other week service? :

No 20912015 4:30 PM

I was not charged for yard waste in our last home in REdmond but now we are being charged $10 a month. Am 2/9/2015 4 09 PM
riot happy to have to now pay for it and when | called, not real reason except well it is the area. would like it to be
zero.

Waste Management only picks up recycling every other week. Needs to be more often. If we want people to 2/9/2015 3:28 PM

recycle it has to be plcked up before the bins are fulll

] Overa!! { have been satrsf ed wrth our current garbage services. 2/9/2015 3:00 PM

When they prck up the trash, please make sure the lids are retumed to our containers. 2/9/2015 2:52 PM

I hve ina condc so the yard waste doesn't reauy apply. 2/9/2015 2:31 PM

3

32

33

34

35

36
37
38

Wlth previous garbage callect:on company's (have lived here 27 years) Friday garbage collection was rotated | 2/9/2015 2:26 PM
about every 5 years or more, | hate the fact that this is not done anymore. Fridays are a bad collection day if you
. planto go somewhere for the weekend.

o am very satrsf ed with our current Waste Management Ser\nce 2/9/2015 12:56 PM

The other day my daughter asked me where the garbage wen’t I told her Then she asked me whether we took | 2/9/2015 12 27 PM

out the trash every week. Then she asked whether every house on the street did. And every street in the city. :

You could see what she was thinking. It all amounts to a mountain of garbage and it is not particularly comforting

to think that while we have beautiful, clean homes in Sammamish, there is some "invisible" rubbish pile

| somewhere in someone's backyard, With environmental awareness and climate change awareness, we should

finally realize that there is no free lunch. | would be happy to see Sammamish Council provide leadership in this

. space and | would be happy to pay for my impact. So, please reduce the amount going to landfills. And, please

restrict the use of non-reusable water bottles. Same with styrofoam (and everything else that cannot be properly

recycled). Furthermore, | would encourage you to ensure that everything that comes from a grocery store is
recyclable and/or has already been recycled. Sammamish has been beautiful for hundreds of generations

already Let's leave it beautiful for hundreds more.

. The service shouid not be mandatory 2/9/2015 9:03 AM

Scs far ck S0 don‘t screw rt up ok? Don't try to make |t or yaurse!ves mto some enwronmental issue Just prov:de  2/9/2015 8:14 AM
. alow cost reliable service. Period! ;

Poor service by the current provnder ! 2/8/2015 12:25 AM

: Happy with what we have in 98075 current!y 21812015 10 41 PM

: Cunectron teams current!y come to our ne!ghb%ood around (and often before) 6 00 am, Wmta i apprectate that : 2!812015 w 37 PM

- the collection teams have a lot of work to do, this work is far too loud to happen so early in the morning. Everyone

in our home wakes early on frash days - especially inconvenient with small, sleep-sensitive children. | suggest ‘
that this work not bagm any earlier than at least 7:00 am, but would prefer 8:00 am or later.

38

I wculd like to be bmed manthly . 2/8/2015 10:17 PM
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40 We chose to use our own tmsh can rather than rent one from the company because tha rental price was, in my 2/812015 9 36 PM
- opinion, too high. The result has been our having fo replace our trash can because the trucks have destroyed it.
. The last city we lived in trash, recycling, and yard waste were all included in the same reasonable price, and
| truck friendly receptacies were provided by the company and included in the price. 1 would really like to see that
* here.

41 I currenﬂy own my round garbage can whioh requires the dnver to exit hls truck and manually empty lt If i obtam 1 2/7/2015 1:23 PM
| atruck lifted container from Republic Services they will charge me for renting it. Why should | pay extra for !
somethmg that I:ke!y saves them time and money‘?

42 Waste Management drrvers have been fnendly, he!pful and extremeiy relsable for many many years! l hope 2/5/2015 7:02 PM
§ Sammamlsh doesn't change our service.

43 we have had issues wcth customer service ~ not prckmg up nems, leavmg nasty notes on containers, takmg our  2/5/2015 518 PM
containers, Would pay more for better service. Not happy with current. !

44 l have seen contamers with wheels broken but it seems hke the company we use is good about respondmg 21412015 3:13 PM
with new containers. | have had squxrrels or raccoons scratch all the way thru our garbage can lid in the past, :

45 . Safety of drivers is also very lmpoﬁant | wou!d I!ke to see the Cﬂy welgh th!S factor and reliability more than cost. | 21412015 2:30 PM
- Taking the lowest bid isn't always the best.

46 our cleanscapes service was so much better charged for trash but not for recyc!mg and yard waste - and their . 2/3i2015 9:55 PM
| customer service was great.

47 Piease consxder a contract that will provide for cel&ectton of recycled materiai every week, The current on/off 27312015 3:46 PM

. schedule leads to overflowing bins for me and my neighbors,
48 Lately, garbage and yard waste sometimes spills out of the can and left on the street. the workers do not bother to 2/2/2015 12:58 PM
pxck up |
49 Waste Management prowdes e!ectromcs recycling to other communities in the area, Why is nt not avatlable in 2/2/2015 9:48 AM
. Sammamish? !
50 l canm)t get them to replace the racyclmg bm that was broken by thexr own truck Customer service is very ; 2/1/2015 9:10 PM
; lackmg f
51 . Their trucks have damaged my yard when they tried fo turnaround at the end of 24th st wes! of Pine Lake. They 21112015 8:58 PM
also damaged my group mailbox by doing the same thing. This actions were very upsetting. i
52 ! Don’t turn our service into that idiotic Liberal Service whlch Socialist Seatﬁe is starting to force upon their 2/1/2015 8:09 PM
. residents, |
53 These services have been very gaod 1/31/2015 10 08 PM
54 % ! have no current problems w1th Repubhc Servnces The workers are polste they pxck up the trash that has fa!!en 1/29/2015 9 14 PM

out of the cart and overall do a good job. | like that you can get an additional yard waste container at a reasonable
rate. Would be nice if twice a year they had bulk p:ck up service for no additional fee. !

55 Wlth Iarge trees no amount of yard recyclmg can keep up in the winter. Therefore | already make provisions WIth - 1/29/2015 8:46 PM
. compost and hauling and a yard waste service would be an expenswe redundancy

56 [ would not be in favor of food recycling with yard waste l compost and generally have very httle food waste If - 1/29/2015 8:10 PM
mandatory | would be paymg for a service | don't use. ‘

57 Feel lhey should be responSIble for retummg owner—supphed yard waste contamers that get dumped in the 1/29/2015 8:41 AM
.~ collection truck. ;

58 Recychng should be every week and non recyc%e every other week to encourage more recyc}mg rather than 112812015 10:17 PM
trash Charge more $$ each month for non recyclmg ;

58 Racyclmg, yan:i waste and fcod waste should be free Chafge for trash Trash ser |f shauld be mandatory for 1/28/2015 8:32 PM

i occup:ed homes.

60 l know that some parts of Sammamnsh have yard waste and recyclmg every week that wculd be S0 greai here for - 1/28/2015 8:28 PM
. us as well |

61 Given the high propertly tax burden and the few city services offered it would be great if the city included waste . 1/28/2015 8:06 PM

collection as a covered or at least subsidized service {o city residents.
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62 . The yard waste is very expensive, they tum it into compost and make maney reselling it. I yard waste pick up : 1/2812015 8 05 PM
. was less expenslve more paople would use it. !

63 Hard to say about cost. Moved from Arizona and it oost 25 per month for everythmg Cost in Washington State 1/28/2015 5:51 PM
! for everythmg is high. ;

64 Slnoe collection of yard and food waste is reduced to every other week between December and February, we 1/28/2015 4:28 PM
. should pay less for the service and not be billed the full amount. Thanks. {

65 Current service provrder has been exoeilent If using another service, venfy iower oost and comparable service l 1/28/2015 4:13 PM
. before makmg a change

66 l would ﬁke a more comprehensive appmach to recyclmg that mc!uded thmgs such as Class 1 plastm 1/26/2015 1:52 PM
Supermarket plastlc bags as well as Styrofoam and batteries. ;

67 Ammai resistant garbage cans would be great! Current cans have the !tds ﬂymg BCrOss (he street inthe windand = 1/28/2015 11:12 AM
. are susceptible to animals

68 Our neighborhood is served by waste management. They do not provide good service, We would fike to havea  1/28/2015 10:09 AM
. different company if possible. Also, the bi-weekly recycle service is ridiculous. All nearby cities have weekly
: service AND pay fower cost!

69 | 4 do not belreve garbage service should be mandatory in any case. For those suf;h as ourselves who‘ve f gured - 1/28/2015 10:08 AM
| out how fo handle our waste eff crently and effechvely, it's pumtnve !

70 Yes The trucks used for thls service are bug poiluters and very noisy. Obvnously anythmg that can be done to 1/28/2015 10:06 AM
improve on these two items would be great ]

71 Educataion is an important factor to pamc:patmn Do not know what percentage of people are recycling food 1/28/2015 8:53 AM
. waste. ;

72 Droppmg back to every 2 weeks for yard waste prckup in the wrnter makes sense, but whlch week is |t’7’7 WM 1/28/2015 9:07 AM
. needs to make it easy to find out. !

73 . Imvery rmpressed with the customer service for Republic Services. We recently had an issue where our yard . 1/28/2015 8:29 AM
. waste bin was missed for pick up. | called the Customer Service line and they were friendly, took ownership and
. addressed the situation right away. They even grabbed our Xmas tree which wasn't put out for pickup and was
Iying around 50 feet away from the bin! | would hate to see the level of service go down with a change in vendor.

74 My garbage service currently does not provrde a container for garbwe so0, we have to provide our own. Bears . 1/28/2015 8:26 AM
. and other animals getting in to our garbage is a big issue in our neighborhood. We would really appreciate having
a uniform garbage container that is bear resistant provided for our use as part of our garbage service, |

75 Leavmg Food Scraps out for 2 weeks concerns us that it wrtl attract bears, 1/28/2015 7:45 AM

76  Nothanks. | 1/28/2015 1:39 AM

77 1/27/2015 11 48 PM

78 Faod debns is requrred to be ina huge cart wrth yard waste We never ﬁll ut, «t is smei!y and filthy and hard to 1/27/2015 9 54 PM
. clean as such a big cart. The refuse to provlde a smaller onel! :

79 Wou Id !rke to see recychng every week We typlcally fill our recyclmg bin before the two week pxckup 1/27/2015 9:.37 PM

80 Customer service is not responsive, | have tried for multrpte months tc have a brcken container replaced to no 1/27/2015 9:28 PM
: avail

81 i I love the Clean Scapes store in Gilman Village. They take all sorts of hard to recycle items for free. Their bid for ~ 1/27/2015 9:25 PM
. Bellevue's contract was lower than Repubm: s, |

82 . Vendor shcuid suppiy garbage can far autoload on trucks hke they do for recycie and yard wasie  1/27/2015 9:08 PM

83 j Love weekly recychng Waste Management only picked up every other week at prevaous house 112772015 8:59 PM

4/6



Exhibijt
Utilities gat{sfgction Survey SurveyMonkey

84 | Love that Issaquah's 98027 currant garbage service provider, called CleanScapes, includes food waste as part 1/27/2015 8: 35 PM
- of the gervice, not a separate option, and the total bill is lower than what | am paying now for garbage + recycling
. alone. | also like that the company appears to be very Environmentally conscious. | believe they have a rate for a
% tiny garbage can & a tiny Food and Yard waste, which | would prefer :-) As for the currant Customer Service with
- my currant provider, | often experience really long hold times, if | call, and when | get a person live, sometimes
they are really Lovely, and sometimes they are Not. | also appreciate that CleanScapes has a store on Gilman
. Bivd in Issaquah, so | can stop in and get a live person. They accept specialty recycling there, for some items
" that are not currently accepted in my currant provider's recycling bins. The staff in the CleanScapes store tend to
- be young, vibrant and cheerful. Y-E-§ to bear proof garbage bins, and | feel it should be Mandatory in areas that
| are known fo have bear “problems”, such as what I've heard of the Issaquah Highlands and Preston. Also, 6 AM
Garbage Pickup is So UnAppreciated. When | lived in Westport, Connecticut, | showed proof of town residency,
and received a sticker to place on the back or inside the trunk of my car. This enabled me to go to the town dump
for free and drop off my garbage & recyclables. It was Fun and EZ to do. | also dropped it off during the daytime,
| NOT 6 AM. Thanks Soco Much for the Survey!! 've been wanting to express this for quite some time now!!!!
. Much Apprecrated -)

85 Trylng to keep bears cut of food/yard waste for 2 week$ is xmpossm!e in thus warm weather This is not doable in | 1/27/2015 8:16 PM
i our climate. We must have every week plckup |

86 | Questlon 10 was very confusmg | had to guess how to answer ihem Hike very much that i have the hberty to 1/27/2015 7:55 PM
- choose my level of service ala carte. | really do not want to be required to pay for service that | do not need. |
- especially do not want to have compulsory separated garbage streams like Seattle has done with fines or refusal
to pick up for failure etc.

87 Your questtons did not fake in to oonsmerahon those whu are composting their yard waste in thetr own backyards . 1/27/2016 7:31 PM
:or composting food waste in worm bins or green cones. These folks shouid NOT have to pay more for something ‘
they are capable of doing and are doing on their own property to help with the landfill problem. Thank You for
thmkmg about these folks in your future decisions regardmg garbage collection.

88 wouId tove to have a weekly recycle schedule rather than every other week, - 12712015 7:15 PM

89 Customer Semce would be ‘mportant and behaving ina monopofistic manner. | 112712015 7:12 PM

90 ! We ve had mumpie occasions where the pickup was missed and it took many fol!cw up phone calls wﬁh - 12712015 711 PM
. customer service and almost a week later before they come back and plck it up. Reliable service is nmportant i

91 It would be nice t0 have the abmty to have |arge item dlsposal service at a faxr pnce 1/27/2015 6:52 PM

92 Recyclmg pickup should be weekly. Recyclable matenals represent the majonty of waste. 1/27/2015 6 42 PM

93 j I wouldn't use yard waste in winter, because we go south I have no complamts about Waste Mgmt service. ; 1/27/2015 6:17 PM

94 i We are currently very pleased with existing service. Rehable, take recychng and yard waste as well as irash 1 /27{2015 s 04 PM

95 : when they are in a hurry they drop trash at many stops and leave the litter throughout the neighborhood. Also - 12712015 6: 02 PM
| garbage cans found 15 feet away and in the street at times. ‘

96 . Can'tanswer #10, 11 and 12 as our garbage and recyclmg bills are combined 1/27/2015 5:50 PM

97 : They are rehable If ! call they are helpful Don t do much yard waste in wmter SO every other week F ne. Bears 1/27/2015 5:38 PM
~area problem not! :

98 Recychng shou(d not have a oost the oompany sells the product we are donatmg 1/27/2015 5:14 PM

99 i Mandatory food waste and yard waste would be great in forcmg some people to do ﬁ but we compost so we 1/27/2015 4:33 PM
- would find this added cost a burden. And one that we shouldn't have to take on, because we are responsible for
. our own reusable waste.

100 Stop rmssfng our housei We're one nf 4 cans in a row and have been missed twice in 1ast 6 months. 112712015 4:17 PM

101 We need more daysilocanoas dunng the year to dmp off pamt oil, batteﬂes etc 1/27/2015 4:02 PM

102 Current service stans at Gam in our nexghborhood and is very Ioud They also !aave the cans scattered around 1/27/2015 3:49 PM
. the streat. ;

103 1 wou!d hke more mformahon on what types cf food waste l can piaoe in yard waste ccntamer Based on the | 1/27/2015 3:47 PM

. Republic website, we aren't supposed to place food in the yard waste container as is now required in Seattle. If |
had the option, | would -~ especially materials that | can't place in my own compost bins.
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104 Weekly recycle pickup instead of every other week please!i! If encouraging recycling, doesn't that only make 1/27/2015 3 42 PM

| sense?
k 105 - MSmce we recyc!e now more than ever, | wish recycle pick up weres every week We reauy need it! 1/27/2015 339 PMk ”
’ 106 - ‘ It would be graat to offar weekly Recychng oollectlon not every other week. ” 1!27/2015 332PM -
’ 107 - Do NOT make food ad yard waste mandatory. We compost all our waste on our § acre property fo use in our 1/27/2015 3:26 PM -

| gardens and forest.

108 o | 112712015 3:05 PM
109 Would love to reduce number of bins. | understand San Francisco has Garbage combined with Recycle - why - 1/27/2015 3:03 PM
_ can'twe do the same? !
110 Weekly yard waste pick-up during the winter would be very helpful. | have a hard time keeping up with storm | 412712015 2:56 PM
- dabris ete. with yard waste pnck limited to every wo weeks,
111 Not at thls time 1/27/2015 2:48 PM
112 lt wouid be great if we could chose belween a couple vendors and not be to!d whuch to use. In a fair market I'd | 1/2712015 2:43 PM
. like to chose my own
143 Please conszder gomg wnfh Cleanscapes Cur current program in Sammamxsh seems poor Thank you - 12712015 2:42 PM
114 See no. 4 they do not prowde a garbage contamer only a recylable contalner that we rent See no. 10 l du not - 12712015 2:38 PM
. like the way the question is worded nor the responses available. it appears to be a set up to get the response you
| want vice what the customer needs. For example the question reads "The cost for individual customers would be
. lower". My response was intended fo indicate that the cost is the prevailing concern. However, from the choices |
- picked "Not Significant". Had | picked "Very Significant" what message would | send, that | do not care about the ‘
. costorthat | like the fact that the cost would be lower. Poor question, poor responses and makes me question the |
L survey vahd:tyI !
115 - It's very expensive. Much more than what we pard in issaquah. | Do NOT like that recycling comes every other | 1/27/2015 2:36 PM
- week. That is ridicously! Especially since they come less yet we pay more. Also our yard waste hasn't been
picked up in over a month!
116 If service is not given due to rmpassable roads, my bill should be credited - 1/27/2015 2:31 PM
117 Please change your c;ontract to Clean Scapes | drive down to thelr store to recycle thmgs our current company 112712015 2:28 PM
won't pick up. They do not charge for recycling or yard waste and provide bear-proof cans at no additionai j
. charge. They promote less waste by offering much smaller can sizes. Please consider Clean Scapes. Thank
. you'
118 Communlcat;on is atroc;ous L|ttle usefu! infnrmatlon ison thelr websne and there is no easy phone access. When - 1/27/2015 2:26 PM
. email them, there is never a followup by email or phone--they send a snail mail message. They leave us cryptic
- things on the trash container (most recent was a garbage sticker, but with no indication of why-no other :
neighbors got one). We have been "ticketed" for not lining up our barrels 18-24 inches apart...but if we do this, we :
can't exit our driveway fo go to work, and we have been ticketed for having our barrels in the street. We call them
. the Trash Nazis.
119 My "bear problem" was solved by not putting garbage out until morning. It would not be fair to have mandatory 112712015 2:22 PM
food waste when 1 live by myself and have almost no food waste. !
120 Overall i'm very happy w1th Waste Management p|ck\ng up my garbage, yard waste and recychng - 12712015 2:21 PM
121 Recycimg services every week would be nice. Cun‘ently our necghborhood has plckup every other week 1/27/2015 2:20 PM
122 recycimg shouid ba coﬂacied every week nat avery other | 1/27/2015 2:20 PM
123 Didn’t even know about the food waste collection pmgram Where dol get more :nfo” 112712015 2 14 PM
124 o think nt's lmportant for ali to be packed up weakty Less fraquent than that is hard and gross to store 1!27/2015 2 13 PM
125 I would like a clearer understanding of what can go in my recycling big. The news always tatks about Seattle but 1/27!2015 2:12 PM

' what about Sammarmish? Can our recycling take plastic or not? If so, what kinds of plastic? Can my yard waste
. take all kitchen scraps, including meat, or is it just vegetables and fruit, 'm confused!
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{16 Do you subscribe to a cable service for
television, internet and or landline
telephone at your home?

Angwersd: 440 Bkipped: 38

No 7%

Don'tknow/NA = 0%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses

Yes | 93% 409

No % 29

Don't know / NA 0% 2

Total

16 /36
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(117 Since you have lived in Sammamish,
have you ever switched a cable service?

Angwared: 412 Skipped: 87

Yes

No 82%

Don't know / NA

0%  10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses
Yes 17% 71

No - 82% 336

Don't know / NA 1%
Total

17136
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€118 Which cable company did you switch
from?

153 Skipped: 428

arad.

Comcast 81%

Don't know / NA 19%

0% 10% 20% 30% 40% 50% 60% 70% 80% 0% 100%

Answer Chaices o ' ! Respohéea
Comcast 81% 43
Don't know / NA L 19% 10
‘ Total ' ) ; i : . . .

18 /36
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@19 Why did you switch from that
company?

Ariswered: 85 Skipped: 414

1 The mtemet was unrehabie we have since swntched back to Comcast but are again havmg rehabmty issues. 2/21/2015 2:05 PM

2 Lousy service, pamcularly cable TV I went to Dlrect TV for 5 years and LOVED it, but swctched back to Comcast 2/16/2015 2:23 PM
. last year as Direct TV did not carry the Pac12 Network. | still have the same bad opinion of Comcast-cable I
¢ service still stinks.

3 They kept increasing the costs for internet and cable with no real improvements. Consider Comcast a criminal 2/15/2015 2:15 PM
. company for which someone(s) need to do some gall time and be fined. '

4 . Not happy with service. Expenswe 2/13/2015 9 40 PM

5 : % swrtched fer better service and lower cost. | would hke to have the chou;e to switch from Comcast to amiher ! 2/ 13/2015 3 30 PM

. service for lower cost and possible better service.
6 cost . 20132015 2:02 PM

7 We dropped phone and switched to basxc cab!e due to pnce - 211172015 7:47 PM

8 : ngh Gost 2/10/2015 2:48 PM

9 1) Comcast customer service is the worst I have ever come across 2) Very expensive. 3) We would like to pay 2/10/2015 2:26 PM
. for the service we want fo watch, where as Comcast forces to buy service that we are not interested in 3) We i
would like to see NPR & CSPAN as free (very nominal fees) but Comcast does not let us !

10 Very Expensnve and no chonces but accept bundled packages  2/10/2015 1:12 PM

11 Centurylmk has very poor connection and Comcast keeps raising the rate whxle service is poor 2/10/2015 11:07 AM

12 Costs to much for services. o 0/2015 11 :06 AM

13

siow | 2102015 8:20 PM

14 pnce and program offenngs : 2/9/2015 7:46 PM

16 . BC Comcast not in Amesbury . 2092015 410 PM

16 . We switched to Qwest, now CenturyLink, because their phone service had the physical iandlines. A couple of . 2/9/2015 2:23 PM
years ago, when the power went out for multiple days during the large snowstorm, we had no cell phone service
when the backup batteries went out in the cell phone towers. This way, using an old plug-in phone, we have
. phone connection over our landline. | don't know if this makes a difference now, but have not looked to switching

. back to Comcast.

17 Price keeps gomg w 2/9/2015 11:58 AM

18 Cost | 2092015 9 19 AM

19 High prices after initial low prices. Constantly having to call and threaten to discontinue service unless they 2/9/2015 7:20 AM

. lowered the price. Confusmg bill. Rude customer service.

20 High cost bad service | 2/9/2015 6:20 AM

21 | Cost keeps gomg up : 2812015 1&07 PM

22 Toc expenswe ‘ 2/8/2015 9 56 PM

23 ;' Tembie custamer service, homble connecnons service oﬁen down slow, mcrednbly expenstve 2/8/2015 9:51 PM

24 - HDTV . 2/8/2015 9:46 AM

25 . cost | 2/8/2015 7:37 AM

26  Unreliable | 2/5/2015 7:04 PM
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27

it was changed for us. We sure don't like Comcast tho...it is such a monopoly!!! | wish we could have a la carte

SurveyMonkey

2/4/2015 3 15 PM

N
~
w

services and just pay for the channels we really want to have versus srgmng up for packages
28 o ! "Servrce no Ionger avarlable 2/2/2015 7 39 PM -
k 29 - ’ Because they are homble the worst company on the planet - ”“’1/31I2015 4:57 PM’ -
30 S Speed of connectron ~ 1/31/2015 4:08 PM
N 31 ; ” unreliable, mfamously bad customer service (whrch I deait wrth) mconsrstent rntemet speeds a!so made the T 1/29/2015331PM -
. decision based on knowledge of their shady practroes
‘32 Was using Drsh service. Price kept going up 11262015 11:22 AM
33 Service wouldn't work. Too far from exchange ‘ 1/28/20151152 PM -
34 - price and better channel Ime up at Comcast o N 1/28/2015 8:26 PM -
35 We went back to Direct TV as soon as we could after moving rrere, but we still have el\r’rkirrt‘emet and land phone 1/28/2015 813PM ’
. {only because it is bundied) through Comcast. | would drop Comcast immediately if | had other workable options.
. Their equrpmant is antrquated the service is expensrve and of poor qualrty, and the customer service is terrible.
36 ‘ ” better mtemet speed from comcast : B o 1128/2015 6:15 PM
a7 o 112872015 4:21 P
38 o Prcgrammlng B ” m1~/28l20.’1“5 12:5‘:@ PM -
39 ” : brob(ems with servrcesw 1128122)"15 1201PM o
k 40 Prices were super high andquahtyof equrpment was poor - ;)2812015 11:12 AM "
e  cost - 112812015 10:49 AM
. 42 ] roo S P 1/23/2015 9 53 AM -
’ ;3 “’Cost and Bundhng Servrces ’112812015 7 46 AM N
k 44 “Cost | 1/28/2015 6:15 AM
. 45 . MCost e S
46 T Unrelrabie service, rt nften dropped - 1 1/27/2015 9 22 PM“ -
47 Expensive & poor rehabmty 1/2712015 8:45 PM k
48 DuwlcatedwithDiectv R
49 slow internet speed - n 1/27/2015 5:08 PM
50 ﬂ _ ‘worst customer service ever 1/27/2015 425 F'M -
’ 52 - [ Use Comwst for mtamet Swrtched to DrrecTV fnr TV due to beﬁer cost. - - 1/27/2015 350 PM N
53 - Poor quairty of product at too high a pnce 112712015 3:43 PM
54 - . Peer quahty and extremely poor customer service ‘ 11271201 5335PM R
55 N k kAlI of Sahalee swrtched 1/27f2015315 F’M
56 Expense and !ack of reirabrhiy ) ‘1i271‘2015 3: 12 PMi -
57 bad service. 272015 3:11 PM
58 ) ‘Don‘t remember o ”’1,'2712015 2:55 PM
’ 59 they have temb!e customer service | 1/27/2015 247PM -
WGO Price and Bandwidth ‘ - - ‘1/‘2712015 2:42 PMW
. 6 1 e ! h,gh msi ;,A"2w2015 \ 26 PM I
62 - o lwe ina oondo ocmpiex and had no chorce - 1/27/2015 2:22 PM
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63 ‘ Rising cost of service. 112712015 2:18 PM

64  Lostline of site

L 1/27/2015 217 PM
65 Paying for channels | never watch. 1/27/2015 2:15 PM
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Utilities Satisfaction Survey SurveyMonkey

(120 Since you have lived in Sammamish,
have you ever discontinued a cable
service?

Answered: 98 Skipped: 581

Yes | 50%

No 47%

Don't know / NA 3%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses
Yes | 50% 48
No 4% 46
Don't know / NA 3% 3
Total %8
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xhjbit
UﬁlitEes rga.tis?action Survey SurveyMonkey

€21 Which cable company did you
discontinue?

Angwered: 44 Skipped: 435

Comcast

Don't know / NA

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Respdnses
C§mcast 100% 44
Don't know / NA 0% 0
Total‘ ' ‘ a4

21/36
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Utilitl':e)s( Iy.gcilisgatction Survey SurveyMonkey

€122 Why did you discontinue that service?

Answered: 42 Skipped: 437

# Rnponm ; ~-Date
1 We weren't using the cable enough to warrant the cost. - 2/21/2015 2:05 PM

N

Moved to California and then back l do not hke the amount we pay for spoﬁy cable service at mght I have 2/20/2015 11:10 AM
. considered going to Direct TV due to customer service and high bills :

3 . See above | 2/16/2015 2:24 PM

4 The stuff on the TV is not worth paying for when you can get about 55 channels for free over the air with an 2/15/2015 2:16 PM
. antennae. !

| They were an awfu! company 2/13/2015 3:31 PM

L

6 : We stream most of our TV and we were not usmg tha cable ’ 2/11/2015 7:56 PM

7 E Customer service is tbe wcrst | 2/10/2015 2:26 PM

8 Very Expenswe and no chmces but accept bundied packages 2/10/2015 1113 PM

9 . Gets too expenswe while no competltlon 2/10/2015 11: 07 AM

10 same as |ntemet reasons | 2/9/2015 7 20 AM

11 Cost 2812015 10:07 PM
12 ' Tooe expensive | 20812015 9:57 PM

13 : Terrlbte service, too expenslve service down a lot 2/8/2015 9 52 PM

14 | ‘oost 2/8/2015 7 37 AM

16 * Unreliable 20512015 7:05 PM

16 Costs contmued to increase and service was NOT rehable Customer service was poor | 20212015 12:56 PM

17 Thesr ccsts kept chng up thh no real beneﬁts to our service, Cabfe companies are soon bewmmg dmosaurs 2/1/2015 8:10 PM
- which are belng repiaced by internet streammg sites. :

18 Because they are too expensnve and pmv:de extremely poor customer service ] 1/31/2015 4 58 PM

19 , Cost increases, poor customer service f 112912015 8 50 PM

20 Price kept nsmg Became way to expenswe Quahty of programmg and S|gnal was poor 1/29/2015 ‘!1 24 AM

21 See answerto 16 and 17 : 1/28/2015 8 13 PM

22 . ,«.,,g,xcan’tstandthem' . S e ;‘1/2’3/2015 1-gopM
23 S ;ngh pnces&pmrqua;,tyeqmpmem S SO 1/23;201511 13AM .

24; S ,Tooespenswe S '1/23/2015953AM .
25 ,“Swﬁchm mDmh . e '1,25,2015603/\” B
26 - "imkUnre!Iab!esewsce, pcorcustomerserv:ce oost - - - 1/28/‘2015 5:55AM

27 . Cost/ performance 112712015 9:29 PM

28  Price | 1/27/2015 9:22 PM

29 i The rate and although they provide low cost incentives to get you hooked, they quickly jerk around the cost, | got 112712015 8:56 PM
~ tired of piayéng games

1/27/2015 8:18 PM

30 Because of frequent mterupttons in service and pﬂce hikes

31 : went wﬁh DISH for more channeis - U2712015 6:18 PM

112



Utilin%é( g‘e?citst%ction Survey

—

39

40
49

42

. Had Directv

. Cost

. NoNFL

~ Switched to directy

Extremely poor customer service

cost and lack of reliability

| cost and lack of reliability

SurveyMonkey

- 172712015 5:51 PM
1/27/2015 4:31 PM
| 1/27/2015 3:59 PM

1/27/2015 3:43 PM

| 112712015 3:35 PM
 1127/2015 3:12 PM

| 1/27/2015 2:35 PM

. Lost line of site

i Cost

ﬁ Paying for channels | never watch.

2/

Comcast customer service was the worst customer service we have ever experienced. It drove us fo cancel the
- service altogether finally fed up enough.

V4

| 112712015 221 PM

| 1/27/2015 2:18 PM

- 1/27/2015 2:18 PM

| 1127/2015 2:15 PM
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Utilities Satisfaction Survey SurveyMonkey

Q23 Which cable company do you
subscribe to currently?

Argwered: 387 Skipped, 82

Comcast | 89%

Don't know / NA

Other {specify

below) 10%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer ctxoiees ‘ B ' ' - Responses
B C‘,),mcast . B . . : . - . 39% . . s
. Domknow/NA S S——— 1% e b 5
Other (specify below) 10% - - 37“
. Total . : : : ! 337‘

23 /36
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UtilitE:)s( l%':%tsisaction Survey SurveyMonkey
(124 What are some of the main reasons
you chose to subscribe to that company?
Answered: 318 Skipped: 161
k 1 I have no other chcuoe Other\mse I will sw;tch ‘ 2/27/2015 ?":40 PM ’
k 2 Theres no other vnable optuon for Internet connecnon with more than 9 Mbps Needmg Comcast for that it's just 2/27/20”1’ 51146 AM -
’ easylcheap to bundie TV with it. | could exp!ore other TV optlons if that was not the case.
' ‘43 - LWOnly option for mtemet DSL Is the other optzon but not v:abie dus to extremely bad speeds and rehabxhty V k‘2/27/2015 9 52 AM
~ 4 No other option (Would have gone for sateﬂzte tv Eike Dssh or Dsrectv ina heart beat‘yifhnv{:;t for the trees in our k212?12015 9 49 AM -
backyard obstrucﬁng the line of srghi to the satelkte) '
- 5 . -~ 'Aspeed . 2/27!2015929 AM S
6 On?y om:on available - menopoty 2126/2015 941 AM -
' 7 : | Do I have another choxce? /2/2212015 750 PM
8 : i don't have a chorce 2/21/2015 3:42 PM
' ’9“ ‘ lt‘sythe main prowder in the area, we just subscribe to the smal!est package - 2/21/2015 2 06 PM -
U 10 Smgle solut;on for all of our needs We have a very connected llfestyle - 2/20/2015 11 11 AM,
11 . the only cable ccmpany 2116/2015 10 21 PMQ -
‘ 12 - ”Oniy chmce tc get the Pac12 Network “ 2/16/2015 2 25 PM -
13 Z | think it's the only one available - captive audiencer. 2/16/2015 12:12 PMV
- 14 s : S U, '\""2/15/2015 o 07 PM R
15 h “ No other choice H 2 2/16/2015 9 09 AM ’
16 Its fré;w o ‘ 2/15/20152 17 PM a
17 ‘ noother chmce - ” 2/15/2015 10 31 AMk -
18 " “No other prov:ders reasonably avallab!e - ’12115l2015 10: 09 AM -
19’ B ‘i’”Convenience Don't want a dlsh on my house Want fast internet access and hcgh bandwsdth;m h ;"’4211412015 8:35 AM
20 - It's the only service available. Atotal monopoly ’ - " 2/14/2015824 AM .
21 ‘seemed best service for pnce at the time o 2/14/2015817AM -
22 - ‘No other chonce ; 2/13/2015958 ﬁM
23 Nochoce ‘7";,"15;'251‘58:’55;;;4“‘
;24 e (,;avaﬂable . . 2/13/2015 7 10 pr .
’ 25 “ Nc othar chmca l can. ‘t use satal&;te due to tree blockage of Slght !mes Gmerw:se i wau!d not use Comcast k ’2113!2015 7:07 PMk -
26 - :"Mno other chorce for package deal ( 2/1312015 5:0‘! PM
M 27 Mits reaﬂy the cnly chmce avarlable - 2/13/2015446 PM
i 28 it seems to be my on!y chonce l searohed on}me and caﬂed aﬂ the competltors and they saxd thay d;dn‘t serve my 2/13/2015 3:36 PM -
. area. | was going to switch land line service to Century Link, but Comcast matched their price - $8.99/month for
. Century Link - $24.99/month for Comcast!
k 29 - M Only chmce far true broadband mtemet at the txme we moved in. - » ; 2/13/2015908AM -

30

fast internet.

| 201212015 10:04 PM
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31

32
33

34

35 " Only current service w:th a rehabie mtemet connect:on

. There is no other high bandwidth internet provider. If Sammamish gets Google or Municipal fiber, | would leave
. Comcast the very day it was available.

| We don't have much choice, but prefer cable over satellite/

They are the only optlon I wou!d psck any other company |f i couk}

! beheve itis the only avatlable in nelghborhood with h|gh spead internet

SurveyMonkey

| 212/2015 11:00 AM

: 2/11/2015 12:26 PM

36

- 211112015 11:39 AM

| 21012015834 PM

211012015 6:33 PM

| 21072015 6:32 PM

41
42 - idonotwanta dlsh in my yard and Comcast is the on&y way to get cab!e TV in SAMM as iar asl know

43

44

45
46

47

There was no other co.
37 e - Dmy e ne
38 . ;MNo cho;ces -
39 Excellent product and service. Anytime | have had an issue Gomcastresoved.
40 I Reliable service. -

| 211012015 5:59 PM

Comcast pretty much has a chokehold on the market

! inhented the service and had comcast at previous address

| 2/10/2015 5:34 PM

1) internet is enough for us 2) Ccmcast pnoes are hlgh

only optmn avaﬂable tc me

. 21072015 2:27 PM

2/10/2015 1:59 PM

1. Customer Sennce 2 Flexsbie choxces 3 vaen to be reilable

- 2/10/2015 1:14 PM

That was the only optlon We dudn‘t have FIOS or any of the other

48

49
. the rates and unreasonable contract term.

50

51

52

only chotce not & sausﬁed customer

lt'a the onty onhe avatlable other than Canturylmk/DlrectTV Both have poor service reputation whna keaps raising

Dish could not get a sugnal due to trees

: Lﬁng-t:me customer Excellent customer service and reilabmty for pnce

! No chmce

| 2/10/2015 11:00 AM

211212015 9:50 AM

i 2/11/2015 7 58 PM

f 2/11/2015 12 04 AM

| 2/10/2015 2:43 PM

| 2/10/2015 2:29 PM

2/10/2015 11:16 AM
© 2/10/2015 11:00 AM

2/10/2015 11:09 AM

 2110/2015 11:04 AM

| 2/10/2015 10:21 AM

; One of the only provrders in the area

 2/10/2015 9:54 AM

| 2/10/2015 9:25 AM

* Prowdes ’mple play Goad selection cf chamne!s Fast mtemet No credoble altematives to Comcast

: l had been subscnbed to Comcast befcre I moved to Sammam:sh CenturyLink‘s mtemet setvices were
: prewously slower, but | believe that CenturyLmk is addmg ﬂber—cphc cable in the Trossach netghbcrhood now,

. 2/10/2015 8:47 AM

| 201072015 6:58 AM
 2/10/2015 6:51 AM
‘ 2/9/2015 11:33 PM

21012015 10:24 PM

© 2/9/2015 9:03 PM

| 21912015 7:19 PM

2/9/2015 745 PM

2012015 6:31 PM

20972015 5:10 PM

| 2/9/2015 4:54 PM

’ 54 : dnly opuon for high speed mtemet
- 55 had Comcast at our preVIous address

’ 56 - No functxonal problems qualiiy is good and very rehable N
- 57 “ ’The only exmtmg in that tlme -
58 ’ There are no other choaces -

” 59 . ‘do NOT have any good a!temattves (

60 Highest internet speed avallable

N 51” - f-.omy - avaﬂab!e . S

m 63 o Not any other opuon, reaﬁy

M 65 k Quahty of service is good

66 k Only option

N
~
—
[ew]

 2/9/2015 4:50 PM
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SurveyMonkey
67 Only avaﬂable prowder 2/9/2015 4 45 PM
' 68 »We are not ab[e tc get 'W from satelllte co because of trees - ( 2/9/2015 4:33 PM ‘
7 69 VW“:’WComcast is the only avallable service. 2/9/2/6;5:4:01 PM
“ 70 - ’ Bundled services - 2/9/2015 342PM
71 Basically out m‘ necessrty i can’t stand Comcast, | w;sh there were ot;ier options out there (that offered fast V 2/9/2015 3:29 PM
internet & cabie) !
72 A ’ very limited opticns k 2/9/2015 325 PM -
73 k They were the only chonce for a cable prowder - 2/9/2015307 PM ’
74 ‘ fhe énly option avallab!e - B 2/9/2015 256PM .
w 75 re!;abie and good customer service - 2/9/2015 254 PM
78 i iwe ina condo and there are no other services avaﬂabie Gettmg a dish was too comphcated for me. 1 need to | 2/9/2015 2:54 PM
! keep it stmple ;
77 : k !ack of rehable chmoes, partscularly hlgh speed mtemet U ~ 2/9/2015244 ‘6"-'-‘M -
- 78 ‘Channel lme—up !ntemet speed o 2/9/2015 232 PM
’ 79 N ‘Thls company has changad through the years, |t has bet;n ATT, ccntmue wnth them because our home is w:red 219/2015229PM R
for them, don't want a new ccmpany runnlng wild cable that looks terrible all over the outside of our house.
39 . The op;,on ey hmﬂed e . . 2/9/2015151 PM s
81 They are the blggest and everyone uses them, 2/9/2015 1:03 PM
: 82 T I have been a long standmg Comcast customer t am very hab;y wrth the services of cable ir;férnet and Iand |lne 2/9/2015 101 PM -
. If T have ever had any issues they were very happy to help even when it was a computer or computer operator
error, TV, phone that | owned, not their equlpment |
83 - It was my on!y chotoe to get a hsgh speed mtemet connectton And they Iured my wcfe in w;th a Iow rate forTV 219/2015 1229PM
! service. Now our bill has skyrocketed. Every other month my wife calls them to understand the rate and |
somehow reduce if. Yet every other month it goes back up. We can never understand why
‘ 84 V is there any other’f‘ ; 2/9/2015 12:26 PM
’ 85 - No other good option available, 2/9/2015 12'10 PM -
;86,,, S lowerpm;‘; Soors 11 59 AM\,
87 - Cémcast is the so!e provnder for channels ! am mterested in. Besi mtemet ava:iable W2/9!2015 11: 18 AM ’
’ 88 ) ~ Can't get DirectTVor Dish due to dish orientation to satellite - ’/2/912015 11:09 AMW‘ -
89 They are the only option ‘ 2/9/2655 10:27 AM
k 920 They are the only choice “21912015 9: ﬁ AM -
: 91 S S B} . ,;;\21912015 9:05 AM\,,
‘ 92 - ‘onty one avallabie that provudes cable so bundimg with internet and voice is more cost effectxve V 2/9/2015 830 AM -
“ 93 Mlt‘s the only company I can use, as satelhte is not avallabie because of iree obstructxon to the sbutﬁem sky T '219/2015 8: 30 AM .
» 94 Optmns for service, It sure AIN"T the pncai o B ”21912015 8: 15 AM .
95 ” On!y option for television other than satetlite ’ 2/9/2015 7 30 AM N
v 96  ’ Simply to get away from Comcast 2/9/2015 7:21 AM
“ 97 k Prewousiy had it h ] 2!5;12015 12:26 AM -
o | Fasterintemet.  ampotsr200AM
99 Tﬁple play Pfevious customer at diﬁefenfhaq*é;iyciér;’c;é. ’ 2/8/26% 510:43 PM B
“ ";IDO . It's the biggest o 2)8!2015 10:38 PM



Utilitigsx Egt){gf;gction Survey

i
—

105

Beoause there isno other choice for Internet other than DSL

No other chmoe

Expense

{ cost customer service
Been customer with them for Iong trme Though don‘t !rke ﬂ':e customer sefvice, haven't !ooked at other options '

No other vrabie ophon They are the worst company for ousiomer service and rf I had a better optron 5 would drop

111
112
113 no other opt;on avaﬂable

114

115

116

17

118

119
120

121

122

: |t’s always what we have had

1 06 N L The only one avarlabie
108 o N 'lt's tho on!y cablo optron
them immediately.
110'

it's the only one available aiong wrih mtemet and phone service.

SurveyMonkey

| 218/201510:20 PM
282015 10:15PM
| 20812015 10:08 PM

| 2/8/2015 9:58 PM

| 2/8/2015 9:53 PM
2/8/2015 9 49 PM
21812015 9:48 PM

2/8/2015 9:39 PM

| 2/8/2015 9:36 PM

| 2/8/2015 9:32 PM

: Vory reliable. We hke the choices they offer.

no othem optlon

Only choics back then...
. no ofher provrder availabte in our area

' Default provrder

. Only Hrgh Speed Internet available in our development, but customer service is temble We drscontmued our TV
L& phone gervice three years ago but forced to stay with Comcast for hrgh spead Internet.

lt‘s the on!y optlon monopoly

Only game in town Wou!d LOVE to swrtch but there are no altematrves for us.

2/8/2015 9:31 PM

| 2/8/2015 9:21 PM

| 2/8/20159:19 PM

 2/8/2015 9:15 PM

 2/8/2015 9:00 PM
| 2/8/2015 9:09 PM

. 2/8/2015 4:00 PM

. 2/8/2015 2:45 PM

20812015 10:48 AM

Usmg the bundlmg service

lt is the only rellab!e lntemet provider

123

124

Only company avar!ab!e

Haven't had the guts to change yet'

20812015 6:30 AM
| 2772015 5:46 PM

20712015 1:24 PM

| 2/5/2015 8:42 PM

| 20512015 8:30 PM

‘ 125 ’ because itis the only company that offers the higher speed internet M 2/5/2015 8:04 PM
” 126 " ‘ It became avar!able in my nerghbomood ” “ 2/5/201 5\;7"67 PM -
k 127 - Only one avarlable 2I5/20156 16 PM< B
128 bundhng wrth telephone cab!e& mbemet - 2/5/2015 5: 19 PMW -
129 o k§ wwhatweve always had o 2/5/2015 3:58 PMW
130 only one available f 2/5/2015 9:54 AM
’ 131 - HOnly that!have no ohooceto receive both cabietvand mtemet | 2/4/20152329&4 -
132 - ‘Rehabrlrty 2]4/20152 31 PM
: 1 33 “ f,‘w{.ack of decent a!temabves Tati frees prevent sateiﬁte orsh No other good rntamet pmvrdere lssaquah hrghfands | 21412015 12 44 PM -
has hrghspeed internet which is not comcast. Jealous of them |
. 134 - waot many choroes or altematrves o “ 2/3i2015 347 PM -
135 it's the only oab!e choioe. We're stuoI’(' wrth Comcast - - 2/3/2015 8:11 AM o
136 supposedly better picturs, moro channels and faster internet 5 2/2/2915 rl:OO PM




UtilitE:)s( r§2li)tllisi3acti(m Survey SurveyMonkey

137 : Excellent customer service, discounts avaalable and reliabie service. j 2/2/2015 12 57 PM

138 iong fime customer 22120151150 AM

139 . convenience | 20212015 9:50 AM

140 Comcast hasa monopoly in our area, 2/2/2015 9:49 AM

141 ; As far as l know it's the only cable available in our area. 2/1/2015 9:28 PM

142 - no oiher chotces . 2/1/2015 9 27 PM

143 . Noother choicss 21112015 9:10 PM

144 lts the on|y one. DSL is slow west of pme !ake, the cuty neads to run f' ber to my house. 2/1/12015 9:00 PM
145 . no cther optlon is avallable 2/1/2015 12: 04 PM

146 l beheve at was the only one 1/31/2015 1 0 09 PM

147 No other choice | AI3172015 459 PM

148 :t was the cn!y one available when we ssgned un dish was not an optton - 13172015 2:27 PM

149 Oniy pmvxder 13112015 1:49 PM

150 It’s the onty one availabie 1/31/2015 10:14 AM

161

There is no other choxce . 1/30/2015 10 59 AM

152 only choice | 1/30/2015 114 AM

153 Fastest internet speed 1/29/2015 9:15 PM

154 Cost | 1/29/2015 8:53 PM

155 our only choice for cable  1/29/2015 8:12 PM

166 ral:able Iocal exceléent customer service 1/28/2015 3:32 PM

157 on|y one avallable - 1/29/2015 2:18 PM

158 | lmttaly pnce was better than the satahte service we were usmg 1/29/2015 11:25 AM

158 Little to no choice as It isa monopoly, mumc:palmes should create a competmve emnronment by havmg multtple 1/28/2015 10:13 AM
| cable prov;ders

160 It's the only one we can get that is extremety fast 1/29/2015 9:09 AM

161 v cable service 1/29/2015 8:42 AM -
162 ! Because we cou!d bund!e a!I of our services - 1/29/2015 7:00 AM

163

k Only cable in my area. 112812015 10 18 PM

164 ! Vanety of channels advanced services " 1/28/2015 9 24 PM

165 We have been long tnme subscnbers to Drrecrt TV and thesr cumng edge technology Wxth the Geme, we just : 1/2812015 8:15 PM
; needed line of site for one satellite connection and have receivers throughout the house. It is reliable, even in this
| weather, and their customer service is fantastic. Plus the NFL Sunday ticket

166 Don‘t have a chozce 1/28/2015 8:06 PM

167 ; !t is the on!y company ! do not !:ke the fact that Gomcas& is the cniy service pmwded . 1/28/2015 5:52 PM

168 f‘ No other optrcns for us 1 128/2015 5 44 PM

169 i dcn‘t iike sateﬁite servioes and Comeast is the only one available which leads to no competition from other 112812015 5 34 PM
. vendors and Ieavmg residents at the mercy for hlgh pnces

170 When we maved here in 2008 ihen Quest only offered DSL We work from home we need faster mtemet " 1/28/2015 4:31 PM
connection, so we chose Comeast for their TV, internet and landline bundle service. "

171 that's what's available ' ' ; 1/28/2015 4:11 PM
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lt was my nnly optlon unless l went satelhte Howaver satelllte makes gettmg lnternet a challenge

176
177

178

178

180

The fastest mtemet

Only one we can get

] Unforlunalely the only cable provnder avallable in our area.

SurveyMonkey

112812015 2 23 F’M

1/28/2015 1 54 PM

1128/2015 1 06 PM

1/28/2015 1:00 PM

 tack of other viable optlons

ONI Y optlon'

Convemence

DlrecTV - awesome equipment, good prices, quality signal. Comcast Internet - | cant stand them but they are the
cnly internet choice in town that has a decent spead over 20Mbps

Only opilon

181

Not knowledgaable of other altematwes

1/28/2015 12:00 PM

1/28/2015 11:44 AM

1/28/2015 11:33 AM

1/28/2015 11:14 AM

12812015 10:38 AM

1/28/2015 10 20 AM

182

183

184

The only cable mmpany avallable in this area.

It isa monopoly, for all pracllcal purposes, rf ycu want to have fast mtemet.

. We have Frontler for mtemet service only no cabie

185

186

187

only one available that doesn't use telephone equplment
No other choxce

lt was the primary one avallable

188

189
180 My only chonce

191 : seamed Ilke the only company available in the area

1/28/2015 10:09 AM

. 1/2812015 1008 AM e
/‘-““1/28/.2015954AM -
M:W1/28/2015 9,25 AMM -

1/28/2015 9:01 AM

1/28/2015 8:31 AM

Internet service

{ I belteve that Comcast is the only avallable cable service in my area.

1/28/2015 8: 27 AM

1/28/2015 8: 27 NVl
1/28/2015 7:58 AM

1/28/2015 7:53 AM

192

193

194

itis the only one
Bundle services

“l'V and imernet

1/28/2015 7:23 AM

195

—
—

f Only one avaﬂable

200 Few optlons We had heard F ronher was going lo be offenng better sgeed and service but xt never happened

201

202

203 Converience

Convenience

. Not ourrently a subscnber

Fastast mternet avallable

: There are chorces'?

No other optlons

1/28/2015 6:24 AM

- 1/28/2015 6:12 AM

1/28/2015 5:55 AM

1/28/2015 5 54 AM

1/28.’2015 1 40 AM

1/27/20‘!.) 11 50 PM

cost quallty and speed

204

only option other lhan Century Lmk

205

206

207

Bundlmg and services - not pnce!

' Fastest Intemet speed

: had been usmg lt befera mcvmg t sammamlsh

112712015 11:28 PM

1/27/2015 11.08 PM

1/27/2015 10:26 PM

1/27/2015 10:22 PM

12712015 10:18 PM

208

No other cable choice. On a steep hill with trees so dish reception poor

6/10

172712015 9:59 PM

1/27/2015 9:58 PM

| 1/27/2015 9:55 PM

1/28/2015 7:18 AM

1/27/2015 11:48 PM



Uﬁlitl%g( Elat%{gf%ction Survey SurveyMonkey

209 convenience famrlianty, and for some tlme better perfcrmance for televrsion and internet 112712015 9 52 PM

210 ! Cablecards : 1/27/2015 9:51 PM

211 Comcast is the only provider of high-speed internet service in the north plateau. Cable reliability for television (as 1/27/2015 9 39 PM
| compared o satelilta) ;

212 It's the only optmn for us (we can't use DISH we're down in the trees ) - 12712015 9:37 PM

213 | Nc other choice for hlgh speed mtemet 1/2712015 9:34 PM

214 1/27/2015 9:30 PM

: Servlce

215 Better internet service - 12772015 9:23 PM

216 ! Channei access qnd DVR service - 142712015 9:10 PM

217 lmemet speeds statlc rp 1/27/2015 9:02 PM

218 | Fastinternet 127/2015 9:00 PM

219 Only choice available with decent internet speed. 112712015 8:46 PM

220 | nead WiFi 1/27/2015 8:37 PM

221 better service and better deal 1/27/2015 8:20 PM

222 Internet faster than DSL 1/27/2015 8:08 PM

223 No better chorce L 1/27/2015 8:07 PM

224 it's my oniy optron fer cabte 1/27/2015 8:02 PM

225 | Existing !ease that | transferred from Redmond, plus the bundla prrce is compe’rrtrve © 1/27/2015 T:47 PM

226 - Only optien for cabie | 1/27/2015 7222 PM

227 We don't have anuther choice! 112712015 7:21 PM

228 Only one that services this area. 112712015 7:16 PM

228 | There is no other cable options and satellite isn't an option with all of the frees. We've used satellite in ancther . 112712015 7:15 PM
¢ area and wasn't happy with the cost and service. ;

230 . only monopoly avarlable 3 112712015 7:09 PM

231 Not much choice 12712015 6:53 PM

232 Only one available - 1/27/12015 6:46 PM

233 Speed available servrcas, rehabrlrty 1/27/2015 6:43 PM

234 : to our knowledge there is no other cab|e oompany' 1/2712015 6 29 PM

235 Ablmy to have same service in AZ in wmter Cost and # of channels : 112712015 6‘20 PM

236 cheaper than Comcast and more reahable pncmg and better customer service for the same speed I wanted 1/27/2015 6 09 PM

237 | For our needs, doesn’t appear to have good rehable optrons Just feei that l belreve Comcast does not hsten to ~ 1/27/2015 6 07 PM
our needs nor do the appear cha!lenled by compemors L.eaves us without good alternatives. !

238

Limited choice | 1/27/2015 6:04 PM

239 p e p!ay- seems irke the best deal, bm stz!l expensive ! 1/27/2015 6:01 PM

240 Lots of programs !s there a chmce other thars Direct TV? ; 1/2712015 5 40 PM

1/27/2015 5:15 PM

241 | Only one offered

242

! Only provrder for cab&e mternet 12712015 5:02 PM

243 ' No other choice | 1/27/2015 4:44 PM

244 | Said to be the most reliable. 1/27/2015 4:38 PM
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. only one avallable 1/27/2015 4 35 PM

245

246 It was our ONLY choice! 112712015 4:34 PM

247 No cable . 12712015 4:32 PM

248 . No other choice 1/27/2015 4:30 PM

249 . itsthe only one available in our nelghborhood unless you go to a Dlsh or satelhte 12712015 4:24 PM

250 have to have rellable service l work from home - 1/27/2015 4:18 PM

251

. Fastest Qp’(lon 112712015 4:18 PM

252 Only game in town if l want cable mstead of a dish 1/27/2015 4 15 PM

253 on{y non dish op‘aon 1/27[2015 4:13 PM

254 i its the only one there. ' 1/2712015 4:12 PM

255 | Only choice for cable. 112772015 410 PM

256 . Itwas the only option unfurtunately /2712015 4:05 PM

257 Unfortunately, I don’t thmk we hav& amther ophon We have tot; many treas tc gc wﬁh a 3ate|hte dlsh. 112712015 4.04 PM

258 | NFL and service 112712015 4:00 PM

259 Lack of any other ophons 1/27/12015 3:48 PM

260 It is the only cholce We would hke more chmces/compe’ntion 1/27/2015 3:48 PM

261 itwas ATT Broadband l prefer broadband cab!e Dislike sth Comcast is expensive, but reliable. - 1/27/2015 3:40 PM

262 1 have no other choice for mternet 1/27/2015 3:37 PM

263 ‘: lt was the cnly avatlab!e at the nme (i beheve ) 1/27!2015 3 35 PM

264 No other opnon 112712015 3:30 PM

265 " In 1996, no servica available. As ATTbi transitioned to Comcast, service became available on our street. We 112712015 3:29 PM
have remained ioyal fo date.

2686 leited chorces offermg srmttar speed opttons 1/27/2015 3:28 PM

267 . Services offered 1/27/2015 3:27 PM

268 We dnn’t have Comgast so direct tv is the best option. We only have Wave 112712015 3:25 PM

269 cost 1/27/2015 3:13 PM

270 ' Only one avaxlable 1/27/2015 3:12 PM

271 No cholce Trees block sateilxtes at my house 112712015 3:12 PM

272 | Only opnon | 11272015 3:03 PM

273 Only one avallable that smts our needs - 172712015 3:03 PM

274  Monopoly-no choice  1127/2015 2:57 PM

275 Had tham at prior home 1/27/2015 2:56 PM

278 : !t was the onty one ava;iab!e at the hme Now l dan‘t want Du‘ecﬁ'V wnth CenturyLmk i 112712015 2:56 PM

277 No ather altematwe except Dash TV Would prefer a cabel 112712015 2:52 PM

278 Ease af mstallatmn and lack of eyesores - 127/2015 2:51 PM

279 Don't want satemte No other chmce 112712015 2:51 PM

280 : Everythmg under one consohdate mn but now gettmg rzdmulously expenswe Need to constder other altematwes . 12712015 2:46 PM

281 avaﬁabmty | 1/27/2015 2:46 PM
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Utilitl%)s( rglel?tlltsgtc:ti()xl Survey SurveyMonkey
282 There the only decent company in Sammamish. If | had ancther good choice | would do t. tswrong that  1/27/2015 245 PM
l Comecast charges so much for simple internet service. | don't need cable i watch Netflix. Why can't | find a good
reliable internet for a decent pnce?'?
A 283 Onty choice other than sateliite. - 1127/2015 2:45 PM
M 284 i ‘ rehabie nﬂ network 112712015 2:44 PM -
‘ 285 ijngh def Lhannels 3elect|on of channels o | 1/27/2015 242 PM -
286 - Onkty one available 1/27/2015 239 PM
287 k kCost rellablhty, great customer servie . | 1/27/2015238 PM
8 onlygo geod reliable option A2IR0ts 23R
289 tsthe omy choice we have where | live. ARr20ts AT
H 290 ' Reauy onIy opt;on lf you don’t want to put a satelme on your housa.ﬂ 1[27/2015 237PM .
291 - \{Wit's the on!y avaﬂabie company Iwould LOVE to swatch tc another company Comcast is homb!el 1/27/2015237PM -
292 o | The nuisance of swrtchmg oompames and aqmp emt B 1/27/2015233 éM -
’ 293 - no compehtion I don’t bke darect tv o ‘ 1/27/2015232 PM
204 Intemet access - 112712015 2:29 PM
205 Atthetime, there were no other options, Direct TV s an option, but is always in a contract dispute with channels  1/27/2015 2:28 PM_
my husband considers essentzal so it is not a practical alternative.
296 Jw?mNothmg else avallab!e - ’1}57/2015 2:28 PM
297 - ” OnIy ohe avaﬂable \ k 1/27/2015 224 PM
‘ 298 ‘ Produc{ offenng (TV phone web) 1/27/2015223PM :
ésksk - There were no other options besldes Comcast fcr internet ’ 1/27/2015 223PM V
k 300 lt was the only optlon when i moved mto th|s house 12 years ago The service is rellable enouqh to stlck w:th 1t 1/27/201 5 222 PM ”
- 301 - no other optrons when we moved fo Sammamssh in 200;‘ a 1/27/2015 222 PM -
w ‘3’(‘)2‘ - the only mtemet prowder . 1/27/2015 2“:20 PM
303 no choice, really “ '1‘\/’2;/2015 2:20 PM‘
304 ’k %V’Only one nffers an affordable bundle, we are ﬁxed income. - 1127/2015219 PM -
A 305 - Only cahle avatlable Good spaed over DSL or satehte - 3 1127/2015 218 PM .
306 - \’Convemence of having cabfelimemet/phone w:th same compaﬁy ‘ k 1/27/2015 2 18 PM
30? ’ It's ihe only one avaelable 1/27/2015 2 18 PM‘ V
308 ' Nothmg else is avaxlable"" The other lnternet pmvnders offer way tao slow speeds So I subscnbed out of ’1127l2015 2:17 PM -
! desparahon :
309 o ’ only cable Dptxon don't like/want satelhte - 1/27/2015 216PM
” 310 - d no other good optlons N 1127/2015216 PM -
2’:1‘1 Do not kﬂow of aiternatwe suppifer N ) 51’2"!’12‘0’15 2::15 ‘PM h
312  Apsintoswich. o 12712015 2:14 PM
“ 31‘k3” ] only cphon 1/27/20’15 213PM ’
314 - ”’The oﬁer good hlgh speed mmmet whqch we bundie w:th our cab!e TV 1/27/2015213PM -
315 - !ts the only one avallab!e in my area. 1/27/2015 2: 12 PM
316 - ‘Therexsno alternative. - w A1127!20152 112 PM -
317 - only one l | ‘1I2712015 2:06 PM
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318 We can't get DISH at our house. Too many trees block the signal. 1/27/2015 1:41 PM
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xhibit
UtilitEes rya’cis?action Survey

€125 Which of the following cable services
do you have? (Choose all that apply)

Television

Landiine
telephone

Don't know / NA |

Answer Choices

Television

0%

10%

Internet
Landline telephone
Don't know / NA

Total Respondents: 379

Answaerad: 378 Skipped: 106

20%

30%

40%

25/36

50%

60% 70%

80%

. Responses

 81%

- 49%

2%

SurveyMonkey

90% 100%

307
360

147
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SurveyMonkey

126 During the past two years, how many
times have you lost your cable signal or
cable internet for a period of 15 minutes or

more?

Answered: 370 Skipped: 129

None l 6%

1-2 times

3-8 times

0%

29%

More than 10
times

10% 20% 30% 40% 50%

Answer Choices
None
1-2’ times
3-5 times
6-10 times

More than 10 times

Total

26 /36

60%

- 6%

- 22%

90% 100%

81

70%  B80%
Responses
24
- 23% 84
. 29% 107
- 20% 74
370
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{27 Have you ever called the cable

company for information, service or to
register a complaint?

Answered: 379 Skipped: 100

Yes | 89%

No 9%

Don't know / N 2%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Cholces | Responses
Yes | 89% 338
No % 35

Don't know / NA - 2% 6

Total

27/36
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Exhibit 3
Utilities Satisfaction Survey

{28 When you called the cable company's
office, were you satisfied or unsatisfied

Reaching |
someone |
who...

The length of |
time you
wer,.. ]

The courtesy |
of the custo... |

Resolution of |
the issue yo... |

40%

Answeared: 3358 Skipped: 144

with the following?

SurveyMonkey

0% 10% 50% 60% 70% 80% 90% 100%
§ Very Unsatisfied Unsatisfied Satisfied  {l} Very Satisfied
@8 Don'tknow/NA
~ Very Unsatisfied Unsatisfied  Satisfied Very Satisfied = Don't know/NA Total
Reaching someone who could help you | 28% 23% 41% 6% 1%
94 | 78 138 21 4 335
The length of time you were on hold 37% 32% 26% 3% 2%
123 108 87 11 6 335
The courtesy of the customer service representative 14% 18% 52% ; 14% 2%
47 59 173 48 8 335
Resolution of the issue you called about 22% 26% 44% 7% 1%
73 88 | 147 23 3 34

28 /36
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29 How would you rate your cable
provider on the following factors. For each
factor, indicate whether it is Excellent,
Good, Satisfactory, Unsatisfactory, or Poor.

Answersd: 407 Skipped: 72

Monthly cost

30%

Internet speed 35%

Number of TV

channels 37%

Reliability of 7%

29/36

SurveyMonkey
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service

42%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

&8 Excellent

Satisfactory il Unsatisfactory il Poor

Excellent Good ~ Satisfactory Unsatisfactory . Poor Total

Monthly cost | 1% 5% 18% 40% 36%
6 20 72 160 146 404

Internet speed ; 15% 30% 3% 18% 5%
f 61 120 | 139 60 22 402

Number of TV channels 1 25% 25% 37% 8% &%
, 96 9 139 32 15 378

Reliability of service 10% 28% 7% 18% 8%
38 114 147 4 30 400

Customer service 5% 16% 2% 22% 15%
19 85 | 169 86 61 400

30/36
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€130 Do you ever watch channel 21 (the City
government channel)?

Answerad: éﬂ.‘;@; Shipped: 47

Yes | 19%

81%

0%  10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices " Responses
Yes 19% 82
No 81% 350

Total 432

31/36
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@31 How frequently do you watch channel
217?

Answersd: 82 Skipped: 387

Infrequently 66%

Monthiy

Weekly

Daily 8 1%

0%  10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses
Infrequently 66% 54
Monthiy - 23% 19

Weekly - 10% 8

Daily | 1% !

Total 82

321736
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€132 Do you have any other feedback you'd
like to provide about cable services in the
City of Sammamish?

Answered: 230 Sklpped: 248

# __Responses ' Date

1 | wish there was other viable option for Internet access that provided more than 9 Mbps. | would seriously 212712015 11:48 AM
consider switching and it would represent completion for Comeast, forcing prices down and guality up. FIOS
would be a great alternative,

2 More ophons and reduce ccst : 202712015 9:53 AM

3 Get nd of oomoast We beg you. PSease get another htgh speed mtemet t{ke Goug!e F lber or Centurylmk 1Gbps | 2/27/2015 9:50 AM
~ connection to Sammamish. We will be forever indebted 3

4 | Sammamcsh shcu!d run ItS own lntemet service. Get nd of Comcast 2/26/2015 9:42 AM
5 Comcast is extraordmary expensive. Whlle adverttsmg $99 Tnple—Play for new customers they charge existmg 2/22/2015 7 56 PM
customers over $180, without any premium channels. When | complain, they offer me some 'free’ channel for 6 |
. months, and then additional cost. Please give some competition to Comcast, or bring in fiber and make a
. Sammarish ISP.
6 - We would be willing to pay slightly more for a service that would be refiable. It is a real issue for us that the _ 2/21/2015 2:08 PM
. internet is so unreliable considering our celf phones go down when the internet is down and we don't have a
. landline due to only having YOIP options which would also be connected to the internet reliability. We are very
. unhappy with the internet options.
7 At night the HD playback is very spotty and cuts out a lot. | was told it is due to high demand in our area, so an 2/20/2015 11:13 AM
. infrastructure upgrade is nesded. Comcast is a neeessaw evill
8 Comcast is temble Please get another cable/internet company to enter our service area. Competition is critical 2/18/2015 4:32 PM
. for service, price and customer satisfaction. |
g tfthere is a better cabie option than Comcast. | don't know about it., but would certamfy weicome it! | 2/16/2015 2:30 PM
10 Comcast !s temble Find an altemative such as FIOS 2/16/2015 9:10 AM
11 Let people know via the Sammamish web site that people have been able to get about 55 tv channels for free 2/15/2015 2:19 PM
usmg an antennae. !
12 There needs o be a chmce Comecast is rude and uncaring. . 2/15/2015 10:32 AM
13 . Customer service and t:mehness of Comcast is outrageous. Horrible service - anyone e!se wou(d be better. . 2/15/2015 10:14 AM
[ Disappointed at every turn. Needs to be a choice in service so the companies have a reason to provide good
. service. CHANGE IS NEEDED! OUT WITH COMCAST!
14 1 don't want to be forced to pay for channels | do not watch. Additionally Comcast plays this "game” with bundied 2/14/2015 8:39 AM
_ services where the lure you in with a low price only to have it jump significantly after 6 or 12 months. Justletme
pay for what | want - penod We need more choices.
15 Please offer an altematlve We need compet:tson to reduce cost k 2/14/2015 8:25 AM
16 . Comoast is the only game in ‘town 1 used to subscribe to their TV service, but quality content has decreased. 211372015 9:58 PM
C Now i just have internet service. !
17 Would fike to see alacart systsm © 2/13/2015 8:57 PM
18 i feel | have no opticm for cab?e TV therefor the costs are outrageous 121312015 7:10 PM
18 The nnly reason to have cable TV is NFL football | 2/13/2015 7:10 PM
20 Can't get cable installed where | five. | 2/13/2015 5:27 PM
21 Would like to have ather cable  company options | 2/13/2015 5:02 PM
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46

am on the fastest progfam BS)

SurveyMonkey
22 i really, really thmk we need a chouce of pmviders | 2/1 3/2015 3 38 PM
23 , Too expensive 2/13/2015 2:04 PM
24 I would support an effort to build out mummpa! internet in Sammamnsh just as Chattanooga, TN and other cmes | 2/13/2015 8:17 AM
. have done, '
25 . Please negohate anothar optlon beS|des Comcast Please : 2/1 2/2015 11 02 AM
26 Comcas’c provndes satxsfactory service, but because they have no ccmpetman they frequenﬂy raise iheir (ates 2/1 2!2015 9 53 AM
. and itis a monumental task to get it reduced to previous levels. :
27 { would use any other service. l feel hka Comcast is just too expensive and the service isn't great. 2/11/2015 7:58 PM
28 Competition is the key, more important than the Comcast vs. Charter vs. Time Warner decision is makmg sure 2/11/2015 3:.07 PM
there is an Internet alternative like Century Link to keep the price down. i
29 The cost of internet and tv cable is WAY TOO EXPENSIVEN We don't use the pay channels (HBO, SHOWTIME, | 2/11/2015 12:28 PM
. etc), and yet our bill keeps going up. !
30 Comcast offers attractive new subscriber pricing and then raises prices for existing subscribers by about 20% per 2/11/2015 11:40 AM
year on average
31 Please allow more competmon for cablelmtemet servsces' ; 2/11/2015 10:45 AM
32 comeast sucks - temb!e customer service and very expensive - price keeps going up... -" 2/10/2015 8:35 PM
33 offer fiber offer competmon Why is it so expenswe’?’?"? 2/10/2015 7:10 PM
34 Comcast is one of the worst companies ever, handsdown Bad service, hardware and high cost we pay close o 2/10/2015 6:37 PM
. $300 per month !
35 Great saymg, don't f' ix what’s not broken. | 2/10/2015 6:36 PM
36 : We hate Comcast No mcenhve for them to reduce pnces or provide better service because they're a monopo!y. 2/10/2015 6:02 PM
37 - Find us someone, anyone other than Ccmcast Nobody likes them and with good cause. They only exist 211072015 5:36 PM
because they have a stranglehold on the market, their existence is not based on quality, cost, value proposition.
38 . do not want to be rookered into bundiing services | don't need just to have the privilege of paying less than the 2/10/2015 2:46 PM
* outrageous $275 a month | am already paying. 1 am constantly looking for ways to ditch Comcast and would
: greatly welcome any viable alternatives in Sammamish.
39 1) le your Customer Semce and !lsten to customers Bcos of your Customar Serwce issue you are k}osmg 2/10/2015 2:29 PM
business 2) Based on demography in a city find out how-well you can package the deal(s) 3) make your web-site
user friendly to help us create our service package based on our interest ,
40 I wish | had other opﬂons for cable, We are unabie to use DlrectTV blc of satellite accessibility issues. | think - 2/10/2015 2:02 PM
| competition would keep the prices down for services offered - of which | don't think are worth what they are
: charglng
41 | Comfort of Blanket agreement w:th Comcast as provndert seems fo be drrvmg service quality degradation and has ; 2/10/2015 1:18 PM
. lead to the prowder funcuomng almast in the realm of 'market monopoly .
42 Use satenxte for TV and an mdependent ISP for Intemet as Comcast is s0 awful to deal wrth 2/10/2015 11:46 AM
43 Please provtde mulhple pmvnders year Song A!so bnng h!gh speed provxders hke FIOS also for hea!thy ophons to - 2/10/2015 11:20 AM
. consumers
44 Dependmg on who you gel (when you ﬁnatly raaoh someme) the reseluﬂon isa batﬂe or not aﬁamed l have L2110/2015 11:14 AM
- been told to come to the Comcast store (horrible experience); to call another number; been lied to (covered this ‘
- one by saying a new inexperienced representative); charged for services 1 did not ask for, sent some modems we
- never used or asked for and required to physically return them to a store or be charged for them (still have not ‘
- refunded for the period | "had" them in the boxes)....] can go on. Basically | am totally dissatisfied with Comcast
. and want other options or the option to have straight reasonable rates without constant "new” charges, add-ons,
. new bundle increases, efc...itis a g:mmu:k { am tired of A moncpoly and we are the victims.
45 i ANYTH{NG but Comcast They are HORRIBLE homble prices, homble service, hornb!e speed (supposed!y i 2/10/2015 11:08 AM

| I would fike to have more (han one thxcm for hlgh spead :ntemet services.
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Utilit{%)s( @Etllts%ction Survey SurveyMonkey

47 We are extremely frustrated by Comcast's ongoing price increases and seemingly sneaky sales tactics. : 2/’10/2015 9 03 AM
. Maddening. From the consumer perspective, every time | deal with Comcast, | feel like I'm dealing with the
- stereotypical personality of a used car salesman. | always get satisfactory results, but it is an extremely
unpleasant process dealing with Comcast.

’ 48 cost is too hlgh bundle with un-used TV service a . 2/9/2015 11:00 PM
49 - Way too expenswe!t! Also the even worse thmg is that the fee keeps increasmg almost every month “l . ’m2{912015 10: 26 PM k
50 - k more competmon piease so that customers have more choices o 42/9/2015 9 47 PM
’ 51 - cable services may become a thmg of the past thh newer produo;s such as F|reSt|ck Netﬂ:x streammg, TV iw‘(2/9/2015 7:47 PMW
- through X Box {
52 - Comgast is nico but expensive. It would be nice to have competition (e.g. Frontier FIOS), |£ would be nice if the 5/9/2015 7:1; PM ’

Clty’s channel (Channel 21) were in HD, The video quahty is terrible.

53 Comcast us horrific to deal with, and they have unadvemsed spec;als that you need to ask for?? They drop out 2/9/2015 6:35 PM
frequentiy and they have terrible service. And their pnces are unbelievable, because their are so few opt:ons :

54 Not only is Comcast service unnehab!e and expensive, thelr customer service is prbbably the worst ’that I have | 2/9/2015 5:25 PM
. seen from any company. Just several months back, the Comcast customer service rep threatened to put a fraud
- alert on our account if my wife cancelled our cable television service. The rep claimed that we would be seeking
to renew our television service at their new subscriber rates. In addition, the rate for our services from Comcast
. has increased 50% since 2012. | would suggest that allowing more companies to offer Internet/TV/Phone service
in Sammamish would both i 1mprove service and reduce rates for residents,

- 218/2015 4:59 PM

55 We use Comcast beoausa the provude everythmg we need and the service is reasonab}y good HOWEVER we |

absolutely cringe when there's a problem, because the customer service sucks, especially when you have to fake

| a piece of equipment into a local store for repair or exchange. Horrible. Nightmare. And the cost is absolutely

- outrageous. We pay $200imonth for fairly basic services.
56 We have issues with Comcast reguiarly and it's very frustratmg  219/2015 4:51 PM
57 W;sh there was an altemate service . ] 2/9/2015 4: 37 PM
58 would prefer to have wave with !ess cost to boxes 2/9/2015 4:11 PM
59 | F’rovade more companies to choose from 2/9/2015 4:03 PM
60 Comcast has a monopoly for ali mtenswe purposes whlch really umlts optlons for customers ; 2/9/2015 3:30 PM
61 AI|0w for more cable providers in order to provsde more competmon and hopefully reduce cost. | 2/9/2015 3:27 PM
62 Need more competmon for Comcast. Would be best lf we can get Flber Opnc service similar to the one available 2/9/2015 2:58 PM

L at Issaquah H!gh!ands |
63 We deﬁmteiy would hke to have op’aons l plan on cancelmg my cable. 2/9/2015 2:55 PM
684 Late!y our cable keeps gomg out, is it overloaded Why does th»s keep happenmg, makes no sense' . 2/9/2015 2:30 PM
85 Personally I do not I|ke the !ook aa dISh outside a house. . 2/9/2015 1:05 PM
66 Comcast customer suppod is temb!e 2/9/2015 1:04 PM
67 For the Iove of God please give us some chmce in lntemet prowders Or at !east dcn‘t do anythmg (sngn - 2/9/2015 12:32 PM

~ agreements, pass laws) that further tie us into Comcast. Please please partner with Issaquah, Redmond, and '

. other cities in King County to determins options. Possibly create a Sammamish Wifi. Please sign up for Google

- Fiber. We desperatety need choice. You know it and I know it.
68 you guys are domg preﬂy dam good Shou!d ﬁghi for bus service across plateau eas’( to west e.g. can’t get down . 219/2015 12:28 PM

+off hill to issaquah i
69 it would be great to have more options, | dislike Comcast and their service, but it is the only option for reliable, 2/9/2015 12:11 PM

| fast Internet service In the area. :
70 Costs need to be sca}ed back Paymg too much and zt‘s a monopoiy when you phystcal!y can't get sateillte | 2/9/2015 11:10 AM
71 ty should check on the availabilxiy of ﬁber opttcs 2/9/2015 9 09 AM
72 Comcast seems o have a monopoiy over cabio and mtamet services. mtemet service is pamculady bad we neod 219/2015 8 32 AM

. more choices so competition will Improve quality
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Exhibit 3
Utilities Qatisfaction Survey

SurveyMonkey
73 i Find someone else! Comcast has the worst customer service in the industry! Their prices are very unreasonable. 219/2015 8 32 AM
They are my only optton S0 they must be used. {
74 More channels wrthout raesmg the pnce They monopohze short of satellite so hold them toa hlgher standard | 2/9/2015 8:16 AM
75 The cost hast gotten out of control Technoiogy enhanoements should dnve dcwn cost. Comcast has a monopoiy 2/9/2015 7:33 AM
- and as such has no incentive to take cost out. ;
76 ] I thmk as consumers we should have more choices for internet/vable services. | think the city should be 2/9/2015 7:24 AM
i developing fiber optic cable for faster speeds. | also wouldn't mind paying for it through taxes - so it would be
. available to everyone }ust like roads, etc..
77 : Quallty of basrc channels poor, everythmg else is add on.l most satellrte would provrde the hd service and other . 2/9/2015 12:28 AM
' channels as part of the channe! network and not be addmonal cost
78 Havmg other optrons for