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2020 PROTEST SEASON  

PUBLIC FEEDBACK REPORT 
 

INTRODUCTION 

In November 2019, Chief Appraiser Marya Crigler recommended that the Travis Central 
Appraisal District (TCAD) consider including informal in-person meetings with TCAD 
appraisers as part of the 2020 protest process. To assess public support for that 
recommendation and allow Travis County property owners to provide their feedback, 
TCAD developed an online survey that was promoted through various digital channels. 
The feedback shows that respondents want the option to sit down with a TCAD 
appraiser as part of the protest process and that they are concerned with issues of 
fairness in protest results. 

GOAL 

The goal of providing an online opportunity for public feedback was to gauge public 
support for in-person meetings with TCAD employees as part of the protest process. 
Specifically, TCAD aimed to answer three major questions: 

• Do respondents want the opportunity to have an in-person meeting with a TCAD 
employee as part of the protest process? 

• What value does an in-person meeting have for respondents? 
• Are respondents concerned with oversight and issues of fairness in protest 

results? 

In an effort to ensure that outreach efforts reached a diverse demographic of Travis 
County, several demographic questions were included at the beginning of the form.  

The survey was comprised of eighteen questions and designed to be completed in 5 
minutes.  

TIMELINE 

The public feedback survey was put on the TCAD website and released to the public on 
Friday, December 6. It was open for responses until 10 a.m. on Monday, December 16. 

BUDGET 

The budget adopted for this campaign was $3,500. That budget was spent as follows: DRAFT



 

  
 

SurveyMonkey     $524.48 
Facebook ads     $2,504.65 
Twitter ads      $300.00 
Total       $3,329.13 

PROMOTION 

In order to reach as many Travis County property owners as possible, TCAD adopted 
several strategies: 

Traditional Media Outreach 

TCAD distributed a press release to the local media on Friday, December 6. 
Follow up contact with reporters was done throughout the time that the survey 
was open. 

Digital Outreach 

TCAD posted about the opportunity to provide public feedback regularly on its 
social media channels and set up multiple digital ads. These ads were published 
to begin running on Friday, December 6 and end the morning of Monday, 
December 16. 

One of the primary goals in TCAD’s digital outreach was that the survey would 
reach populations likely to share it with others, particularly on NextDoor, private 
listservs, or neighborhood message boards. This would include realtors, tax 
agents, people who have filed protests in the past, and people active in their local 
homeowners associations. The ad targeting below was combined with language 
posted on the survey webpage encouraging respondents to share the link with 
friends and neighbors to encourage this process. 

The audience targeting for digital ads included: 

• People who live in Travis County and who have visited the TCAD website 
since October 2019. 

• People who live in Travis County and have used keywords related to 
homeowners associations, property owner, property taxes, mortgage, or 
appraisal district. 

• People who live in Travis County and are interested in homeownership or 
homeowners associations. 

• People who live in Travis County and are similar to people who follow the 
Austin Board of Realtors, the Austin American Statesman, or the Travis 
County Tax Office. 
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• People who live in Travis County and currently follow or like the TCAD 
Facebook page. 

• People who live in Travis County and who have established an account 
through TCAD’s online portal. 

• People who live in Travis County and are similar (“lookalikes”) to people who 
visited the survey page on the TCAD website. 

TCAD regularly reviewed ad performance and the self-reported answers to the 
demographic questions in the survey to ensure that digital outreach was 
effective, both in terms of money spent and spectrum of people reached. 

Additionally, TCAD placed a large text banner under the menu on the homepage 
of its website directing people to the survey. TCAD also contacted multiple local 
influencers, including Senator Kirk Watson’s office, to let them know about the 
outreach and encourage them to promote it via their digital channels. 

In the event that an individual was having difficulty with the webpage, TCAD set up a link 
to open the survey in a new browser window and pointed people to an email address to 
quickly report technical issues. Customer service representatives were also provided 
copies of the press release and survey so they could answer questions from the public 
and allow people to complete the survey over the phone or in-person, if requested. 

According to the metrics available to TCAD, TCAD-authored posts about the survey 
were viewed 138,595 times by Travis County residents. Additionally, TCAD was able to 
confirm that various tax agents, realtors, and other individuals shared the survey with 
neighbors and customers on social media, via private email lists, and on Reddit. For 
example, the direct link was shared 445 times on Facebook alone. The survey received 
2,843 responses. 

SUMMARY OF RESPONSES 

Major takeaways from survey responses include: 

Respondents want the option to have an in-person meeting with a TCAD employee as 
part of the protest process. 

88.6% of respondents indicated that they agree/strongly agree that they want the option 
to have an in-person meeting with a TCAD employee if they file a protest. 84.3% of 
respondents agree/strongly agree that they will attend an in-person meeting if it is 
offered. 

Respondents are looking for more explanation and discussion of their market values 
and the protest process. 
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76.41% of respondents agree/strongly agree that an in-person meeting would help them 
understand their Notice of Appraised Value. 78.06% of respondents agree/strongly 
agree that a meeting would help them understand their market value. 76.98% 
agree/strongly agree that an in-person meeting would help them understand the protest 
process and 79.61% agree/strongly agree that an in-person meeting would give them 
the opportunity to present their concerns regarding their market value. Only 52.56% of 
respondents agree/strongly agree that in-person meetings can be beneficial in helping 
them lower their market values. 

Respondents support ensuring fairness in protest results. 

83.52% of respondents agree/strongly agree that the protest process should be 
monitored and reviewed to ensure that it is fair and equitable for all homeowners. 

COMPLETE RESULTS 

The first two questions of the survey asked for people to submit their first and last 
name.  
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Having a meeting with a TCAD representative 
would help me understand a property’s Notice of 
Appraised Value. 

 

Having a meeting with a TCAD representative 
would help me understand why a property has its 
current market value. 
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Having a meeting with a TCAD 
representative would help me lower 
a property’s market value. 

 

 

 

 

 

Having a meeting with a TCAD 
representative would help me 
understand the protest process. 

 

 

 

Having a meeting with a TCAD 
representative would be an efficient 
way for me to present my concerns 
regarding a property’s market value. 

 

 

 

I would like to have the option to 
meet with a TCAD representative 
regarding the market value of a 
property. 
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If provided with the option, I will meet 
with a TCAD representative regarding 
the market value of a property. 

 

 

 

 

 

 

Reductions in property value during 
the protest process should be 
monitored and reviewed to ensure 
that they are fair and equitable for all 
homeowners. 
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