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2020 COMMUNITY SURVEY
RESULTS SUMMARY
DESERT HORIZONS – JULY 2020

INTRODUCTION

Dear Desert Horizons Community:

In May 2020, the Community Survey was sent to 945 stakeholders of the 
Desert Horizons Community, of which 560 were completed and returned to 
McMahon Group, for an overall response rate of 59%. The 945 stakeholders 
derived from 510 households within the Owners’ Association, and 15 
households of non-resident Club members. Of these 525 total households 
eligible to complete surveys, 381 had at least one household member 
complete the survey, for a household participation rate of 73%. These 
response rates are excellent and provide an accurate representation of the 
entire Community.

The survey tested satisfaction with existing facilities, programs and services. 
It also obtained input on issues related to future improvements that might be 
considered.

The following is a summary of the key survey results. Hard copies of the 
Community Survey Report are available in the HOA and Club offices. Where 
applicable, the results are compared to McMahon Group’s national database 
of other similar communities that have been surveyed over the last several 
years.

Profile of Respondents

Desert Horizons Property Status

94% own a home

Member at Desert Horizons

88% are a member of Desert 
Horizons Country Club

 

Membership Category

Full Golf .................................37%

Non-Resident Golf ............... 2%

All Other Golf Categories ... 7%

Social Only ............................54%

Gender

Male ....................................... 49%

Female ................................... 51%

Age Category

46 to 55 .................................... 6%

56 to 65 .................................. 19%

66 to 75 ..................................45%

76 to 85 ..................................25%

Over 85 .................................... 5%

 

Homeowner/Member Tenure 

Less than 3 years .............. 20%

3 to 5 years .......................... 20%

6 to 10 years .........................22%

11 to 20 years ....................... 21%

21 to 30 years ...................... 13%

More than 30 years .............4%
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HIGHLIGHTS OF SURVEY RESULTS
• There was excellent participation in the survey, with some 73% of all households returning at least one survey 

questionnaire. This provides a highly representative sample which can provide accurate guidance for the future of the 
Community.

• Most respondents (94%) own a home in Desert Horizons. The median and average ages of respondents are older 
than other communities. A majority (57%) are seasonal or full-time residents spending six or more months per 
year at DH. The balance are part-time residents, the majority of whom spend three to six months at DH. Some 40% 
of respondents have been a homeowner and/or member for five years or less. Responding to input from newer 
homeowners/members is a proven method for positioning a community to attract the next generation.

• Overall satisfaction (69%) is lower than found in other similar communities, and the percentage of stakeholders very 
satisfied (18%) is much lower than found in other communities. Ratings for the value received for Association fees is 
even lower, with only 42% indicating they receive good value for their annual Association fees. Only 7% strongly agree 
the fees represent a good value.

• While opinions vary for age, interests and other factors, the primary reasons for the lower satisfaction and value 
ratings at DH are the appearance of the Community, the age and condition of the amenities and the lack of relevance 
of the social and recreational offerings.

• Among the 12% of homeowners who are not members, the chief reasons for not joining are monthly cost, not 
participating in the activities offered by the Club, lack of time to enjoy the Club, perceived low value of membership 
and insufficient fitness facilities.

• Clubhouse facilities, member dining and fitness/wellness are the most important Club amenities. The satisfaction 
with these amenities is well below what we find at other clubs and all of them fall into the Priority Improvements 
category for DH, meaning they have high importance and low satisfaction. Only 12% of respondents are satisfied with 
the clubhouse and fully 54% feel it needs improvements, which most categorized as significant or extensive.

• Golf is of course very important to Golf Members and most aspects of the golf course and operations meet or exceed 
the McMahon benchmarks.

• Fortunately, many aspects of services and food and beverage meet member expectations. The items pulling down 
satisfaction have more to do with facilities than with operations.

• An improved clubhouse and dining facilities are likely to lead to much higher levels of member satisfaction and 
engagement. While 80% want the DH clubhouse to be one of their favorite places to dine in the area, only 28% feel 
the clubhouse currently is one of their favorite places to dine. As a result, a majority (51%) of respondents consume 
only 1-in-10 or fewer meals out at the Club, which is lower than the capture rate of other clubs. In the opinion of the 
respondents, refreshing the clubhouse appearance would be the most important thing DH could do to increase dining 
frequency. In terms of styles, survey respondents want DH to offer outdoor patio dining, an outdoor social area and 
main level casual dining.

• Fitness/Wellness is the most important recreational activity at DH. The satisfaction ratings for fitness/wellness are 
well below average. The size of the facilities and the lack of space for classes are the key weaknesses.

• Many of the potential improvements tested in the survey are important to a majority of stakeholders. Almost all of 
them have to do with the clubhouse, including upgrading the interior décor, providing a main level casual grill, bar and 
outdoor lounge, and improving the entrance. A majority also support expanding the fitness center and providing a 
group exercise studio.

• Fifty percent (50%) support eliminating ten of the Community pools and repairing the remaining pools. Providing a 
resort-style central clubhouse pool is important to 40% of all respondents, but a greater number of younger and 
recent stakeholders feel this would be an important improvement.

• Seventy percent (70%) of all respondents believe that deteriorated streets should be repaired or replaced. Of all the 
potential Community improvements listed in the survey, this item ranked the highest by a wide margin.

• Fully 68% of respondents feel that significant improvements to the Community and its amenities would enhance 
real estate values. Most respondents (83%) would be willing to pay at least something in the form of a monthly debt 
service payment to support improvements. Of those willing to pay something toward improvements, the average 
amount is $217 per month. Only 17% indicated they would be unwilling to pay anything toward improvements.
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Overall Community Satisfaction
Overall Community satisfaction at Desert Horizons is somewhat below average compared to other 
communities surveyed by McMahon Group. Sixty-nine percent (69%) of respondents are satisfied or very 
satisfied with the Community, compared to an average of 83% at other communities. Only 18% of respondents 
are very satisfied with the Desert Horizons Community, which is about half the average of 35% at other 
communities.

Among respondents who are members of the Desert Horizons Country Club, 72% are satisfied with the 
Desert Horizons Community (19% are very satisfied) and 8% are dissatisfied. Among respondents who are 
not members of the Club, only 49% are satisfied with the Community (9% are very satisfied) and 22% are 
dissatisfied.

Table 1-2

Very Satisfied Satisfied Neutral Dissatisfied Very Dissatisfied

Desert Horizons 18% 51% 21% 8% 2%

Other 
Communities*

35% 48% 10% 5% 2%

Overall Club Satisfaction

0%

15%

30%

45%

60%

Very Satisfied Satisfied Neutral Dissatisfied Very Dissatisfied

Desert Horizons
Other Communities*

53%

59%

39%
42%

37%

50%

4% 3%

8%

1% 1% 2%
0% 0% 1%

Desert Horizons
Other Communities*

*Other communities surveyed by McMahon Group

EXISTING FACILITIES, OPERATIONS & SERVICES 
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EXISTING FACILITIES, OPERATIONS & SERVICES 
Receive Good Value for Cost
Less than half (43%) of all respondents agree they receive good value for the cost of their annual Association 
fees, compared to an average of 65% of respondents from other communities. Only 7% of respondents 
strongly agree they receive good value, which is less than half the average of 20% at other communities.

Forty-four percent (44%) of respondents who are members of the Desert Horizons Country Club agree they 
receive good value and 23% disagree. Among respondents who are not members of the Country Club, 29% 
agree and 35% disagree.

Among respondents who are members of the Country Club, 63% of Golf Members agree they receive good 
value compared to 40% of respondents who are Social Members.

Table 1-2

Strongly Agree Agree Neutral Disagree Strongly Disagree

Desert Horizons 7% 36% 33% 17% 7%

Other 
Communities*

20% 45% 20% 12% 3%

Overall Club Satisfaction

0%

12.5%

25%

37.5%

50%

Strongly Agree Agree Neutral Disagree Strongly Disagree

Desert Horizons
Other Communities*

53%

59%

39%
42%

37%

50%

4% 3%

8%

1% 1% 2%
0% 0% 1%

Desert Horizons
Other Communities*

*Other communities surveyed by McMahon Group

Owner Association Communications
Overall, respondents feel there is room for improvement 
in the existing Owners Association communication. Sixty 
percent (60%) of respondents are satisfied with the 
overall effectiveness of Association communications and 
21% are dissatisfied. The three lowest communication 
ratings are for the communication of financial information 
(26% dissatisfied), the communication of governance/
business-related information (28% dissatisfied) and the 
communication of information regarding the Architectural 
Management Program (28% dissatisfied).

Community Facilities, Operations & Services
Areas of high satisfaction, with ratings of 4.0 or higher, 
include the overall security of the Community, the 
professionalism of the security personnel and the 
appearance/landscaping of the common ground. The 
lowest ratings, with levels of dissatisfaction of 16% or 
17% are for the condition/maintenance of the ponds, the 
overall condition of the property, the condition of the roads 
and the overall Community marketing efforts.
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Activity/Facility Importance & Satisfaction
Using a rating scale from 5 (very important/very satisfied) to 1 (very unimportant/very dissatisfied), respondents were 
asked to rate the importance of various Community amenities as well as their satisfaction with each.

Amenity Mean % Important % Unimportant Mean % Satisfied % Dissatisfied
Clubhouse Facilities 4.3 87% 7% 3.1 46% 35%
Member Dining 4.2 81% 9% 3.5 60% 21%
Fitness/Wellness 4.0 74% 8% 3.0 34% 34%
Clubhouse Social Activities 3.8 69% 12% 3.7 64% 5%
Golf 3.6 56% 24% 3.9 63% 7%
18-Hole Putting Course 3.2 46% 26% 3.6 56% 7%
Community Pools 3.2 45% 35% 2.7 26% 38%
Pickleball 3.2 40% 27% 3.6 50% 3%
Private Parties/Banquets 3.0 28% 30% 3.3 32% 5%
Children’s/Grandchildren’s 
Activities 2.9 34% 38% 3.2 31% 11%

Tennis 2.9 29% 34% 3.4 36% 3%
Bocce 2.9 27% 33% 3.4 35% 4%

Amenity Importance
The three most important amenities to respondents are 
the Clubhouse Facilities (87%), Member Dining (81%) and 
Fitness/Wellness (74%). Other amenities important to 
majorities of all respondents include Clubhouse Social 
Activities (69%) and Golf (56%). As might be expected, 
Golf is much more important to respondents who are Golf 
Members than to those who are not. Golf is an important 
amenity to 96% of respondents who are Golf Members 
compared to 29% of respondents who are Social Members 
and 24% of respondents who are not members of the 
Desert Horizons Country Club.

Amenity Satisfaction
For amenities of highest importance to respondents, 
McMahon Group recommends that communities achieve 
satisfaction ratings of 4.0 or higher, with at least 75% of 
respondents satisfied and no more than 10% dissatisfied. 
As shown below, the satisfaction ratings for Member 
Dining, the Clubhouse Facilities and Fitness/Wellness are 
all well below the recommended level for amenities of 
such high importance within the Community. The lowest 
satisfaction rating (2.7), with only 26% satisfied and 38% 
dissatisfied, is for the Community Pools.

Amenity Mean % Satisfied % Dissatisfied
Member Dining 3.5 60% 21%
Clubhouse 
Facilities 3.1 46% 35%

Fitness/Wellness 3.0 34% 34%
Community Pools 2.7 26% 38%
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EXISTING FACILITIES, OPERATIONS & SERVICES 
The chart on the right 
provides comparisons 
of the various amenity 
satisfaction ratings to 
average ratings from 
other communities and 
private clubs located 
within residential 
communities. As this 
chart shows, most of 
the ratings are below 
the average ratings from 
other communities. One 
notable exception is the 
4.4 rating for golf among 
Golf Members, which is 
above the average of 4.2 
from other communities.

5 = Very Satisfied, 1 = Very Dissatisfied | *Other communities surveyed by McMahon Group

Activity/Facility Importance

Golf Members 
Only

All Other 
Respondents

Other 
Communities*

Golf 4.4 3.5 4.2

Club Social 
Activities

3.9 3.7 3.6

Member Dining 3.5 3.5 3.7

Private Parties 3.4 3.3 3.4

Tennis 3.3 3.5 3.7

Children's 
Activities

3.2 3.3 3.3

Clubhouse 
Facilities

2.9 3.2 4.0

Fitness 2.9 3.0 3.7

Community Pools 2.6 2.8 3.6

Satisfaction with Community Amenities

Golf

Club Social Activities

Member Dining

Private Parties

Tennis

Children's Activities

Clubhouse Facilities

Fitness

Community Pools

1 2 3 4 5

3.6

3.7

4

3.3

3.7

3.4

3.7

3.6

4.2

2.8

3.0

3.2

3.3

3.5

3.3

3.5

3.7

3.5

2.6

2.9

2.9

3.2

3.3

3.4

3.5

3.9

4.4

Golf Members Only
All Other Respondents
Other Communities*
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Value Boundary™ Curve
The curved Value Boundary™ Line displays the satisfaction threshold separating the acceptable and unacceptable 
ratings for amenities. This line is curved to reflect the higher satisfaction threshold expected for amenities of higher 
importance to the Community. It is derived based on McMahon Group’s experience at over 2,000 private communities. 
Ideally, no amenity should be below the Curve.

Value Boundary™ Curve - Importance & Satisfaction Matrix Relationship Chart
The chart below plots the importance and satisfaction ratings for selected amenities. The goal is for all items to be 
above the Value Boundary™ Curve (red line), especially those to the far right which are most important to respondents. 
Amenities below the Curve need improvement in satisfaction based on their relative importance to respondents.

Quality Drivers (Green Area): Amenities in this area are key 
drivers of the experience. They are highly important and 
achieve high satisfaction ratings.

Priority Improvements (Red Area): Amenities in this area 
are highly important, but low satisfaction ratings place 
them below the Value Boundary™ Curve. They should be 
targeted for improvement to move them into the Quality 
Drivers area.

Significant Enhancers (Yellow Area): Amenities in this 
area are of moderate importance, but they have relatively 
high satisfaction ratings. This allows them to contribute 
positively to the overall experience.

Missed Opportunities (Orange Area): Amenities in this area 
are of moderate importance, but they have satisfaction 
ratings that place them below the Value Boundary™ Curve. 
Improving amenities in this area are lower priority than 
making improvements to those that fall in the Priority 
Improvements area.
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EXISTING FACILITIES, OPERATIONS & SERVICES 

Value Boundary™ Chart Summary
As shown in the Value Boundary™ Chart on the previous 
page, Golf is a Significant Enhancer. However, among 
respondents who are Full Golf Members, Golf plots 
firmly in the Quality Drivers area of the matrix. Among 
respondents who are Full Golf Members, Golf received 
ratings of 4.7 and 4.4 for importance and satisfaction, 
making it a clear Quality Driver of the Community 
experience for Full Golf Members.

While Member Dining falls in the Priority Improvements 
area of the matrix (high importance/low satisfaction), 
more detailed ratings for dining later on in the survey 
indicate that respondents are mostly well satisfied with 
key operational aspects of the dining experience, such 
as service, food quality and meal-to-meal consistency 
of the food quality. It would appear that the key factor 
contributing to the lower overall satisfaction is not the 
quality of the dining program, but the condition of the 
clubhouse facility, and more specifically the clubhouse 
dining area, which received very low satisfaction ratings.

Existing Clubhouse Facilities
Eighty-eight percent (88%) of respondents feel that at 
least some clubhouse improvements are needed and 
only 12% feel the facilities are fine as they are. Over half 
(54%) of all respondents feel that at least significant 
improvements are needed, while only 5% feel that a 
new clubhouse is needed. Fifty-two percent (52%) of 
respondents are satisfied with the exterior appearance 
of the clubhouse (27% dissatisfied) and only 30% are 
satisfied with the general interior appearance (49% 
dissatisfied).

Existing Fitness/Wellness Facilities
The existing Fitness/Wellness facilities received very low 
satisfaction ratings. Only 30% of respondents are satisfied 
with the size of the facility and 49% are dissatisfied. 
Similarly, 32% of respondents are satisfied with the overall 
appearance and 42% are dissatisfied.
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FUTURE & STRATEGIC ISSUES
Enhance Property Values
Sixty-eight percent (68%) of respondents agree or strongly agree that significant improvements would enhance real 
estate values, 19% disagree and 13% are neutral.

Community Pools
Respondents were asked to rate three possible options for addressing the Community pools. As shown below, the 
preferred option of the three is to eliminate ten of the pools and repair the remaining pools.

Potential Future Improvement Mean Rating % Rating Important % Rating Unimportant
Eliminate ten of the Community pools 
and repair the remaining pools 3.4 50% 27%

Eliminate five of the Community pools 
and repair the remaining pools 2.9 39% 35%

Repair all the Community pools 2.5 26% 55%

Recommend Club Membership
Among all respondents, 69% agree they would recommend home ownership in Desert Horizons to their friends and 
associates and 31% disagree (18% are neutral).

Reasons Would Recommend

• “It’s a secure gated community in a good location.”

• “The people are fantastic and a very welcoming 
community.”

• “Women’s activities.”

• “Golf course is excellent.”

• “Social aspects of the country club, friendliness of the 
residents, sports activities offered.”

Reasons Would Not Recommend

• “Aging physical plant, i.e., CC Clubhouse.”

• “Infrastructure of community is decaying.”

• “Common areas sadly lacking in upkeep.”

• “Lacks a first class fitness center.”

• “Lack of good HOA and Club leadership.”

• “Dues are very high for what we get.”
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FUTURE & STRATEGIC ISSUES
Potential Future Improvements
Respondents were asked to rate the importance of a variety of potential future improvements. Shown below are the 
potential improvements and the percentages of respondents rating each as important and unimportant. Neutral 
responses are not shown. Potential improvements rated important by at least half of all respondents are shaded and in 
bold print, and those rated important by 39% to 45% of respondents are in bold print but not shaded.

Potential Improvement % Important % Unimportant
Community

Repair/Replace deteriorated streets 70% 12%
Eliminate ten of the Community pools and repair the remaining pools 50% 27%
Upgrade/Replace residential mailboxes 45% 25%
Upgrade the appearance of the Hwy 111 main entry gate area 41% 31%
Eliminate five of the Community pools and repair the remaining pools 39% 35%
Upgrade signage throughout the Community 26% 39%
Provide a dog park 29% 53%
Repair all the Community pools 26% 55%
Provide a children’s playground 19% 62%

Clubhouse/Dining
Upgrade the general clubhouse interior décor 73% 13%
Provide a main level casual grill dining area that opens to an outdoor dining 
area and provides breakfast/lunch/dinner service daily 69% 14%

Provide a casual member bar/socializing area 68% 14%
Provide an outdoor lounge area for member socializing 68% 13%
Improve the appearance of the clubhouse entrance area 65% 17%
Provide a member coffee/wi-fi lounge 28% 39%

Golf
Provide a year-round indoor golf teaching/practice facility 13% 62%

Fitness/Wellness
Provide an expanded and state-of-the-art fitness/wellness facility 58% 22%
Provide a group exercise studio for classes 53% 24%
Provide a juice/fitness nutrition snack bar area 28% 44%

Other Potential Improvements
Provide a resort-style, central/clubhouse pool 40% 45%
Provide a lap pool for exercise 25% 52%
Provide more pickleball courts 15% 49%
Provide more bocce courts 7% 60%
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Importance of Potential Improvements Based on Demographics
Some of the potential improvements are more important to specific segments of respondents than they are to the entire 
respondent base.

% RATING IMPORTANT
Potential Improvement All Group % of Group
Upgrade the general clubhouse interior décor 73% Full Golf Members 84%
Improve the appearance of the clubhouse entrance area 65% Full Golf Members 74%

Provide a member coffee/wi-fi lounge 28%
Purchased/Joined Last 3 Years 46%

Under Age 65 35%

Provide an expanded and state-of-the-art fitness/wellness 
facility 58%

Under Age 65 66%
Purchased/Joined Last 3 Years 67%

Provide a group exercise studio for classes 53%
Women 62%

Under Age 65 61%
Provide a juice/fitness nutrition snack bar area 28% Purchased/Joined Last 3 Years 39%

Provide a resort-style, central/clubhouse pool 40%
Under Age 65 51%

Purchased/Joined Last 3 Years 59%

Provide a lap pool for exercise 25%
Under Age 65 34%

Purchased/Joined Last 3 Years 34%

Funding Potential Improvements
Respondents were asked how much they would be willing to pay in the form of a monthly debt service payment to fund 
improvements they personally felt were important. Eighty-three percent (83%) of respondents would be willing to pay 
at least some amount, and the average amount they would be willing to pay is $217 per month. Based on the number of 
property owners in the Community, this amount would fund approximately $15 million in improvements.

Ninety-five percent (95%) of Golf Members would be willing to pay for improvements, compared to 79% of Social 
Members and 62% of respondents who are not Club members.
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CONCLUSION

The Community Survey was successful in identifying opinions regarding existing facilities, operations and 
strategic issues considered important for the Community’s future. This information will be a valuable resource to 
the Community’s leadership and management as they make short-term operational improvements and develop 
long-range plans. McMahon Group thanks all who participated in the survey process.

Respectfully submitted,

Frank Vain
President


