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Background on Cobalt Community
s Research

501c3 not for profit research coalition
= Mission to provide research and education

= Developed to meet the research needs of schools, local
governments and nonprofit organizations
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Measuring where you are:

MINNETONKA

Why research matters

Understanding the values and priorities of businesses in
the community helps you plan and communicate more
effectively about City decisions

Understanding perception helps you improve and
promote the services and programs provided by the City

Business engagement improves support for difficult
decisions

Reliable data on priorities aids in balancing demands of
vocal groups with the reality of limited resources

Bottom line outcome measurement of service and trust:
quality administration requires quality measurement and
reporting
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Study goals

MINNETONKA

Develop a baseline to better understand business
community experiences and to support improvements
and transparency

Support City’ s strategic plan with additional
engagement of the business community

Identify which aspects of community provide the
greatest leverage on the business community’ s overall
satisfaction

Understand overall satisfaction results in context by
benchmarking against regional and national indices that
also measure industries and major organizations across
the United States

Ensure the voices of various business owners are heard
and appreciated
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MINNETONKA

Methodology

Contact information purchased from InfoUSA and gathered from
City records.

Data were combined and merged, and one contact per business
identified for the mailings. Conducted using two mailings in
September and October 2021. Businesses had the option to
respond with postage paid envelope or online with unique ID
number.

» Mailing list (one mailing per business): 1,506
In addition, all contacts with an email address were contacted in
three waves.

» Email list: 940
Finally, all contacts with a phone number were invited to
participate via text message/voice mail.

= Text list: 1,493
Valid response from approximately 157 businesses, providing +/-
6.6 percent margin of error with a confidence level of 90%

Note: There were a large number of undeliverable returns influenced by disruptions
and economic impacts of COVID-19
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AL Bottom line

MINNETONKA

The City’ s performance was above other public-sector
benchmarks and was consistent with private-sector benchmarks

= Areas most strongly linked with business satisfaction and
engagement:
= Collaborative environment
= Business space
=  Community attributes
= Response rates can be improved with engagement and
collaboration efforts in conjunction with more developed outreach
mechanisms and processes (key messages, key channels,
scheduled outreach, etc.)

» Major themes from comments about what businesses like most:
location, demographics, feeling of safety

= Main concerns from comments: taxes, worker supply, COVID, road
repair, and power outages

CobaltCommunityResearch.org Page 6



AL Bottom line

MINNETONKA

Approximately 46% have employees who telecommute, and most
do not expect this to affect business space

= The majority of respondents expect space needs to stay the same
or grow along with employment levels, and over 60% say business
is the same or better since COVID

= Most important current services/programs: workforce
development/finding employees, COVID emergency assistance
funds

= Most important potential future services: social events/mixers,
grant/loan information, safety workshops, job fairs

= Top environment and sustainability issues: reducing waste,
encouraging recycling/composting, protecting
lakes/creeks/wetlands, water quality
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CITY OF

MINNETONKA|

Who Responded

20% 40%

Owner/partner/principal
Who responded Executive/manager
Other staff*
Commercial office
Retail
Home office*
Type of space Manufacturing®
Storage™
Land*
Online/virtual business only*
01-09
10-49
50-99*
Number of employees e
250-499*
500 or more™
Agriculture, Forestry, Fishing and Hunting®
Mining, Quarrying, and Qil and Gas Extraction®
Construction”®
Manufacturing®
Transportation, Communications, Electric, Gas...
Wholesale Trade*
Retail Trade*
Finance, Real Estate®
Services
Public Administration®
Industry Not for Profit*
Food Service*
Entertainment*®
Health Care*
Personal Care (salon, etc.)*
Gym/fitness*
Hospitality *
Minority owned *
Female owned
Veteran owned *
None of these
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CITY OF

MINNETONKA

Preserving Voice: Looking Into
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CITY OF

MINNETONKA

(-
Results g
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CITY OF

MINNETONKA

Scores in Context

Ratings 0-100, where 100=high

Minnetonka business satisfaction (AL SI)

Minnetonka 2021 BusinessResponses

13

Benchmark Comparisons

Federal agencies ba

US Postal Service 11

IRS - large business filers B4
Creditunions 117

Cooperative energy utilities 13
Hospitals ik

National ACSI| (public/private sectorblend) T4

Additional Benchmarks - https://www.theacsi.org/acsi-benchmarks
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https://www.theacsi.org/acsi-benchmarks

Understanding the Charts:

CITY OF

MINNETONKA|

Perceived Performance

Long-term Drivers

High scoring areas that do not
currently have a strong
relationship to engagement
relative to the other areas.

Areas where the organization
received high scores and that
have a strong relationship to
engagement. Strengths to
build on.

Lower scoring areas relative to
the other areas with low
relationship to engagement.

Areas where the organization
received lower scores and that
have a strong relationship to
engagement. Weaknesses to
improve.
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Drivers of Satisfaction and Behavior:

e Strategic Priorities

Higher Connection,
8.5 . Higher Satisfaction

® ®

‘ ® o
Minnetonka Average | . . . .
S ® -
6.5 . . . . . Category
. B itributes
. Business Space
&0 ‘ . B collaboration

¥ Housing
. Transportation

Rating (High=100) %

3.3

w

4.5 Average

Higher Connection,
Lower Satisfaction

0.25 0.30 0.35 0.40 045 0.50 055 0.60 0.65 070 075 0.80
Relationship to Overall Satisfaction (High=1)
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Why did you choose Minnetonka for your
FEEE®  business?

Themes from Comments: I’”'\‘ mity Besident

1. Income- Business owners I l CO I I I S[u!}[ll:u?:]f

looked at the demographics of Hig || I[||1l|] tion )
the area. High level of income I.I() IllL
means better business Quality

[ocation
2. Location- Businesses are

hoping and looking to grow Sp dCC ClileﬁtSalé}L\f

and expand. Owners feel the
city is safe and well Communlw
maintained. o

3. Community— Business owners
feel Minnetonka is a good
community that has low crime
rate, high income and is in a
central location.
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CITY OF

MINNETONKA|

Themes from Comments:

1. Tax- Decrease taxes or offer
incentives. Business owners
are concerned about the
increasing property rates.

2. Employees- Supply and staff
shortages because of COVID-
19.

3. Covid- COVID-19 and COVID-
19 recovery.
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Biggest Concern as a Business Owner?
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Drivers of Satisfaction and Behavior:

Attributes
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Drivers of Satisfaction and Behavior:

i Attributes

Minnetonka Average

@

100) %

Rating (High

6.5

&0

3.3

50

4.5 Average
025 030 0.35 0.40 045 0.50 0.55 0.60 065 070
Relationship to Overall Satisfaction (High=1) A
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=

Higher Connection,
Higher Satisfaction

fAuestion
JverallAttributes

H3Availability afatfardable, quality child care

A3a luality oflife

A5hQualityoflocal schools

H5clommunity safety

N 53d4 greatplace to have a business

H3ed greatplace to have fun

H3Ff6rawing responsibly

o |oa|3|m || |eafra|—

A3gWelecoming and inclusive forall residentsand
visitors

[=}

A3k Availability afa skilled workfarce

0.80

Higher Connection,
Lower Satisfaction



CITY OF

MINNETONKA|

Employees who Telecommute

None

CobaltCommunityResearch.org

Fewer than 25 percent

25-50 percent .
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51-75 percent I

Maore than 75 percent .




CITY OF

MINNETONKA|

How Long to Continue Telecommuting

Temporarily I
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Expect a Reduction of Leased or Owned
EE®  Business Spaces?

OO -
0%
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Drivers of Satisfaction and Behavior:

Transportation
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Drivers of Satisfaction and Behavior:

CITY OF

MINNETONKA|

Transportation

Higher Connection,

5 . Higher Satisfaction

&0

@

» Minnetonka Average
S 7.0
®
g 63 33 Transpartation Infrastructure
34 Q1] Commuting time for workersand customers
da Al1aMulti-modal (bicycle and pedestrian)options
60 . 36 0116 levelafpublic transit service
37 A/1cAdeguacy ofparking
38 A11dAdequacy of snow plowing
55
30
Higher Connection,
Lower Satisfaction
4.5 Average

0.25 0.30 0.35 0.40 045 0.50 0.55 0.60 0.65 0.70 075 0.80
Relationship to Overall Satisfaction (High=1) #*
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Planning:

CITY OF

MINNETONKA|

Types of Transportation used by employees

Bus
Bicycle

Carpooling I

Drive themselves
Uber, Lyft or taxi

Walk from home/place of work .
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CITY OF

MINNETONKA|

Generally, how can the City improve business

infrastructure or utility services?

Themes from Comments:

1.

CobaltCommunityResearch.org

Road- Business owners would
like road repair and
maintenance. They are
concerned about the number
of potholes.

Power- Business owners are
concerned about the amount
of power outages.

City- City wide improvements
such as high-speed internet
and recycling options.

Page 24
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How can Transportation Infrastructure be
WEE®  improved for you and employees?

Themes from Comments:
1. Bus- More bus routes and bus u SGO

availability. Tramsasn Improve

2. Roads- The road conditions BUS]
are a problem for business

owners and their employees.
Too many maintenance

projects at one time. IGI_H'
3. Rail- Adding the light rail al

system
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How can City Utilities be improved?

Themes from Comments: ‘ N ? ater

1. Power- Upgrade electrical

grid. Business owners are Ele CtrlC
interested in alternative Powe I‘
renewable energy sources.
2. Water - Business owners are .
concerned about the quality Use LINE
of the city water. Energy Rate O S t
3. Cost- Reduce the cost of
utilities in the city.

CITY OF

MINNETONKA|
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Housing Market

CITY OF
MINNETONKA,



Drivers of Satisfaction and Behavior:

wamn  Housing Market

Higher Connection,
Higher Satisfaction

8.3

a0

75

» Minnetonka Average
S 7.0
E ®
S . | Dverall Housing M arket
| 7 U7 Availability af homesto purchase
| 3 H7aAvailability of residential rental space
60 . | 4 A76 Affardability of housing
l'a |A7cVariety afhousing options (hames, apartments, etc.)
5.5

50 . Higher Connection,
Lower Satisfaction

435 Average
025 030 0.35 0.40 045 0.50 055 0.60 0.65 0.70 075 0.80
Relationship to Overall Satisfaction (High=1) A
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Drivers of Satisfaction and Behavior:

Business Space

CITY OF

MINNETONKA|
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Drivers of Satisfaction and Behavior:

CITY OF

MINNETONKA|

100) %

Rating (High
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.l |D L uestion

Overall Business Space

HEAffordability af working space for businesses

HBaAvailability of working space for businesses

Q86 Quality of working space for busingsses

HBcAtfordability ofwarehouse/storage space

HEd Availability of warehouse/storage space

HBe Qusality of warehouse/storage space

. b
17
I 8
ES E
20
21
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Average
0.45 0.50 055 0.60 0.65 070

Relztionship to Overall Satisfaction (High=1) #*
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Drivers of Satisfaction and Behavior

CITY OF

MINNETONKA|

Collaborative Environment
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Drivers of Satisfaction and Behavior:

wram  Collaborative Environment

Higher Connection,
Higher Satisfaction

85

8.0

e
Minnetonka Average . . .

70

100) %

ating (High

6.5 . . .
fuestion

23 Jverall Collaborative Fnvironment

24 A7 Ftectivenessof the Feonamic Development stalf
14 A 8a ity sresponsiveness to businessneeds

i Q56 The city'swelcoming attitude toward businesses
27 H9cWinnstonkaprovided support for busingsses

18 A9d Involvement ofarea K-1 7 public schoo! system s

29 A9e lnvolvement of area colleges and technical schools

20 HAfHelpfulnessofthe Thrive M innetonka business
newsletter

A8gHelptulnessofthe city'seconomic development

website forinfarmation businessesmay need

418 lnclusiveness

Higher Connection,
Lower Satisfaction

Average

0.25 0.30 0.35 0.40 0.45 0.50 0.55 0.60 0.65 0.70 0.75 0.80
Relationship to Overall Satisfaction (High=1) »#*
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CITY OF

MINNETONKA

Which City services or improvements would
be the most valuable to your Business?

Themes from Comments:

1.

CobaltCommunityResearch.org

Internet - Business owners
would like to see high speed,
fiber optic options.

Safety - Business owners
would like to see more safety
(police) present in the
evenings.

Improvements - Affordable
housing, transportation,
better internet options, and
road conditions are the
biggest concern for business
owners.
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\/ | Strategic Profile Performance: Community
Wa®  Inclusiveness

10.0

In 2020, the Minnetonka

City Council developed a 00
new Strategic Profile to
guide city work. How well is
the city performing in this
area? 0
Community Inclusiveness:
Create a community that is
engaged, tolerant and
compassionate about
everyone. Embrace and
respect

diversity, and create a
community that uses
different perspectives and
experiences to build an 20
inclusive and equitable city

6.0

5.0

40

3.0

Community Inclusiveness
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CITY OF

MINNETONKA|

Planning
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Planning:

Space Needs in the Next Two Years

CITY OF

MINNETONKA|

Growing

Contracting I
Don't know .

Staying the same
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Planning:

CITY OF

MINNETONKA|

Employment Levels in the Next Two Years

Growing

Contracting I
Don't know I

Staying the same
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Planning:

CITY OF

MINNETONKA|

Business Health Today vs. Before Pandemic

About the same

Worse than before the pandemic
Better than before the pandemic
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Planning:

wram  |mportance of Current Services and Programs

B Very Important ® Somewhat Important

Not Too Important = Not Important at All © Don't Know

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

Business support services

Loans and financing support

Referrals to critical professional services

Thrive Minnetonka business newsletter

COVID-19 emergency assistance funds

Workforce development/finding employees
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Planning

Most Valuable Potential Future Services

CITY OF
MINNETONKA,
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Planning:

CITY OF

MINNETONKA|

B Very Important ® Somewhat Important

Energy conservation

Water conservation

Expanded mass transit options

Climate change

Reducing waste

Improving storm water management

Improving the fuel efficiency of city vehicles

Encouraging recycling/composting

Creating a climate action plan

Improving protection of lakes, creeks, and wetlands

Updating building requirements to encourage
sustainable practices in new construction

CobaltCommunityResearch.org

Not Too Important ® Not Important at All
0%

Importance of Environment and Sustainability Issues

Don't Know

10% 20% 30% 40% 50% 60% /0% 80% 90% 100%
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CITY OF

MINNETONKA|

Communications
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Communications with the City

CITY OF
MINNETONKA,
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MINNETONKA|

Which associations do you belong to?

l .'H(')]‘}](II’I'% A.‘:bU(
Love
Imm

Speual

inla Jmne'dt al
Optlmtstssw S
‘ ar

Themes from Comments:

1. Chamber of Commerce
2. Lions Club

3. Rotary

4. Minnesota Commercial

Association of Realtors

(MNCAR)
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Feedback for the City of Minnetonka

CITY OF

MINNETONKA|

Themes from Comments: BUSineSS

| | ® ,(Good
1. Business - Owners would like
more incentives to attract Peopltl
workers; good experience

working with city staff

2. City - Better planning — when
it c»cl)mes to ropads ° v VOI‘]{GFEM
' Gender

3. Work- Social events/involving
businesses in events.
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CITY OF

MINNETONKA|

Implementing Results

CobaltCommunityResearch.org Page 46



| Perception v Reality: Minimize Distortion or
W™  Fix Real Performance Issues

Perception gap:
Respondents rated based
on an inaccurate idea or
understanding. Address
with communication
strategy to change that
perception.

Real performance issue:
Address with an
improvement plan. When
performance improves, it
becomes a perception gap
to address with a
communication strategy.
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\V Strategy is About Action:
e |mprove Performance to Improve Outcomes

The diagram at the right provides a framework
for following up on this survey

= The first step (measurement) is complete. This
measurement helps prioritize resources and
create a baseline against which progress can be
measured.

= The second step is to use internal teams to further
analyze the results and form ideas about why
respondents answered as they did and potential 2

. . Ideas/
actions in response. Brainstorm

= The third step is to validate ideas and potential
actions through conversations with residents and
line staff — do the ideas and actions make sense.
Focus groups, short special-topic surveys and Validate/
benchmarking are helpful. Confirm

= The fourth step is to provide staff with the skills
and tools to effectively implement the actions.

= The fifth step is to execute the actions.

= The final step is to re-measure to ensure progress
was made and track changes in resident needs.
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CITY OF

MINNETONKA|

Questions
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