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Introduction
The following report provides a review and insights on resident concerns and priorities related
to digital local government services. The report comprises an analysis of resident responses to
a survey designed by Zencity and deployed by the City of Long Beach. The survey was
conducted between March 2-29, 2021, and received 297 resident responses. It included 3
closed-ended and 2 open-ended questions.
The following analysis includes: Results of each closed-ended question; Results of the openended questions; Related social media discourse analysis; Main takeaways and
recommendations.

Executive Summary

o
o
o
o
o

The city website and inbound emails are the most popular methods of resident
communication with the city. Residents especially rely on the website for information
about vaccine availability and appointment making.
The Go Long Beach app is also widely used and appreciated. Some residents request to
have more types of issues available on the app, while others suggest that its new
version is more difficult to use.
Residents show a high degree of trust that the city would attend to and resolve their
requests.
The survey results suggest that the most frequently used city services are also easily
accessible, including trash pick up, utility payments, and public health. All emergency
services are considered accessible as well.
Code enforcement and street repair services appear to be widely used, yet relatively
more difficult to access.
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Demographics
Resident and Non-resident Distribution
(Out of Total Respondents)

90% of the respondents were residents of the city of Long Beach (297 responses). Analyses
below exclude responses of non-residents.

Race/Ethnicity Breakdown
(Out of Total Resident Respondents)

Age-group Distribution
(Out of Total Resident Respondents)
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RESULTS ANALYSIS

Closed-Ended Questions Analysis
1

What city services do you use regularly?

84% of respondents indicate that they regularly use trash pick up, and is therefore reported
as the most commonly used city service. More than half of all respondents also regularly
use utility services payment and public health services (62% and 58%, respectively).
Parks and recreation, library, council meetings, police, code enforcement and street
repair services are also prominently used (30-47% of respondents indicated that they use
them regularly).
Alternatively, responses suggest that building and planning, housing/rental assistance,
and job training services are not widely utilized (13%, 10% and 3% indicated using them,
respectively).
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2

What are your preferred methods for accessing city services?

Respondents chose up to 3 preferred methods for accessing city services. The city website
surfaced as the most popular method, followed by email (77% and 67% of respondents,
respectively). The City’s mobile app and phone calls were also favored by more than half
of respondents (60% and 59%, respectively).

3

Rate your level of satisfaction with how easy it is to access the following
city services

Respondents were asked about 15 services and rated the ease of access to each on a scale
of 1 (very difficult) to 5 (very easy). They were able to skip any service that they did not
have feedback on. The overall ratings are specified in the following chart, from those rated
easiest to access to the most difficult.
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Respondents showed the highest satisfaction with easiness of access to utility payment,
fire/EMS, library, trash pick up, and public health services (64%-68% of respondents
indicated that they are “very easy” or “easy” to access).
Relatively high satisfaction was also captured regarding water/sewer/gas emergencies,
police, and parks and recreation programming services (53%-60% respondents
indicated that they are “very easy” or “easy” to access).
Respondents were split regarding code enforcement, city council meetings, and
street repair requests – the share of “difficult” ratings was similar to the share of “easy”
responses (32%-36% and 37% respectively).
Only 3 services were rated more difficult than easy: housing/rental assistance,
building and planning, and job training services (38%-42% of respondents rated them
“difficult” or “very difficult” to access).

SUMMARY: SERVICES’ POPULARITY AND ACCESSIBILITY

Resident responses suggest that the most frequently used city services are also
easily accessible, including trash pick up, utility payments, and public health.

All emergency services were rated easy to access (fire/EMS, police, and
water/sewer/gas emergencies).

Importantly, code enforcement and street repair services appear to be widely
used, yet relatively more difficult to access according to respondents.

Moreover, housing/rental assistance, building and planning, and job training
services surfaced as difficult to access. They are also reported by respondents
as not commonly used.
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RESULTS ANALYSIS

Open-Ended Questions Analysis
4

Can you share a pleasant experience you had using city services?

When asked to share a pleasant experience using city services, 242 respondents shared
appreciation towards varying issues. The following specifies the key issues mentioned
(indicated by the relative size of words in the above word cloud):
o

COVID-19 Response: Most prominently, respondents praised the city’s testing and
vaccine operations.

“COVID-19 Mobile Health Department services are
first rate. From scheduling to providing Covid tests
at our residence
👍 they are all the very best!!! Very
professional ”
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o

Go Long Beach App: Respondents also showed satisfaction with reporting on the
city’s app. Many noted the prompt responses of public works crews to graffiti,
pothole and refuse requests.

“A tree branch fell on my lawn. I reported it through
the app. The branch was removed the next day.”
“I love the response with the go Long Beach app.
Quick graffiti removal”
o

Refuse Services: Respondents mainly valued pick up services. Staff’s
professionalism, trash can replacement, and large item pick-ups were also
mentioned.

“The staff at trash pick up and service are very
efficient and nice.”
o

Police and Fire: Respondents expressed satisfaction with the departments’
responses and community events, as well as positive interactions with department
personnel.

“When I have called for police or fire service, the
operators have always been polite and helpful.”
“Fire department made a drive by for our son’s
birthday.”
o

City Libraries: Respondents praised the libraries’ content, service, and accessible
services.

“The library system has enriched our lives! My
children have read books, watched videos and
attended EVERY event!”
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5

Can you share a frustrating experience you had using city services?

When asked to share a frustrating experience using city services, 241 respondents shared
dissatisfaction with varying issues. The following specifies the key issues mentioned
(indicated by the relative size of words in the above word cloud):
o

Trash pick up: Respondents complained about long pick up times and shared
technical difficulties they encountered while requesting pick up.

“The wait times are ridiculous, I was caller 28 and
then I didn’t even get to talk to an agent it was just
a voicemail for trash pick up.”
“Dumped furniture, trash doesn't get picked up for
way too long.”
o

Go Long Beach App: A few issues surfaced:
o

Requests to add more types of issues to the app, including code
enforcement, homeless encampments, and illegal dumping.

o

Complaints that the new app is not as easy to use.

o

Dismay with receiving a response email saying the issue reported is not
under city responsibility.

“Using app to report problems and then get an
email back saying it isn’t a city responsibility
without saying whose it is.”
“GoLB app...not as good as it was. It take[s] too
many clicks to get to the point.”
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o

COVID-19 vaccines: Respondents shared various difficulties with the appointment
scheduling for a vaccination.

“Recent Covid vaccination being switched to
MyTurn. I'm up for 2nd apt. but only gives options
for 1st. Info on how to ensure 2nd would be nice.”
“Took way to[o] long to get Covid Vac finally got it
through my Doctor still didn't hear from City!”
o

Police: Respondents called for more police presence and better response to
varying issues (for example, illegal fireworks, noise, parking and more). Very few
commenters lamented officers' behavior, deeming it unprofessional or violent.

“Crime is increasing, police have stronger presence
in wealthier areas only.”
“Getting thru to police regarding the fireworks that
go off every night with no help.”
o

Code enforcement: Respondents suggested that code enforcement issues take
too long to resolve. They complained that the department is understaffed and
inaccessible.

“Code enforcement makes it impossible to report
things. No email address is available, and they are
not on GoLongbeach. You have to call and hope
they answer, they can't give you a reference
number right away, and the only follow up is you
calling over and over. They need to be part of the
GoLong beach ecosystem...”

SUMMARY: PLEASANT AND FRUSTRATING EXPERIENCES

Many of the issues raised by respondents surfaced both in the context of pleasant
and frustrating experiences, including refuse services, Go Long Beach app,
COVID-19 vaccine appointments, and the police. Respondents’ strong
feelings about these services are an indication of their importance.
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COMPLEMENTARY ANALYSIS

Social Media Discourse Analysis
Online discourse about digital city services is relatively limited, but nevertheless provides
insight into resident interest via different communication methods. Organic resident
conversations about the topic amounted to nearly 300 interactions in the past 6 months
(October 2020-March 2021).

Methods of Communication with the City (# of interactions)

The city’s telephone hotline and website were the most discussed methods, indicative of
their popularity among residents.
•

Phone (109 interactions): Conversations were mainly comprised of commenters
urging fellow community members to call the city to report issues instead of
complaining on social media. This nature of discourse implies a high degree of
trust that the city will attend to residents’ requests and complaints.

•

Website (107 interactions): Unlike other communication methods, the city website
was virtually only discussed in the context of public health and scheduling COVID-19
vaccine appointments. This finding highlights residents’ reliance on the city
website for information about the vaccine.

•

Go Long Beach App (67 interactions): Residents informed others that they use the
app to report public works and sanitation issues. Similarly to conversations about
calling the city, commenters urged others to report on the app as well, showing a
high degree of trust that reports would be resolved.

Notably, other methods of communication were not widely discussed online (including
emails, text messages, and in-person visits).
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Conclusions
The survey results indicate that the city website and email are the most popular
methods of communication with the city. Zencity’s complementary social media
analysis suggests that residents especially rely on the website for information about
COVID-19 vaccine availability and appointment-making.
Respondents indicate that the Go Long Beach app is also widely used and appreciated.
Nevertheless, residents express some frustration with the app as well- including requests
to add more issue fields and complaints that the new app is more difficult to use.
Notably, social media analysis suggests that residents show a high degree of trust that
the city would attend to their reports and requests.
Regarding different services, the survey results suggest that the most frequently used
city services are also easily accessible. This includes trash pick up, utility payments, and
public health. Moreover, all emergency services were rated as easy to access
(including, fire/EMS, police, and water/sewer/gas emergencies).
Importantly, code enforcement and street repair services appear to be widely used,
yet relatively more difficult to access according to respondents.
These findings suggest that improving the accessibility of code enforcement and street
repair can help increase resident satisfaction with the city’s digital services.
Housing/rental assistance, building and planning, and job training services surfaced
as difficult to access. This could be a reason that they are also not commonly used.
Further educating residents about the above mentioned city services can help improve
their accessibility and increase residents’ use of them.

Zencity Temperature Check Report

12

