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Executive Summary 
 
Background and Method 
This report represents the findings of a resident postal survey conducted by 
Marketing Means on behalf of Cornwall Council. The resident survey was sent to 
households across the county asking residents to assess local performance, 
satisfaction, and quality of life.  
 

The survey was first sent out to 5,000 households during the week commencing 30th 
May 2016 with one further full mailing being issued w/c 20th June to households who 
had not responded. The deadline for returns to be received was 8th July 2016. 
 
A total of 2,083 valid surveys were returned, giving a high response rate of 42%. 
 
The minimum number of response of 1,900 overall was achieved and only 3 of the 19 
community networks failed to meet or exceed their 100 target. 
 
All households in the sample received a postal survey with an opportunity to 
complete the survey online. 67 online surveys were completed (which are included in 
the response rate above).  
 
The final respondent profile was ‘weighted’ by community network area, age and 
gender where possible in order to be reflective of Cornwall’s population as a whole. 
All charts and data in this report refer to the final ‘weighted’ data.  
 
Local area and the Council - Core LGA benchmarking indicators 
 
85% are satisfied with their local area as a place to live. 
 
57% are satisfied with the way Cornwall Council runs things (a 6% increase in 
comparison to 2014), 23% were dissatisfied. 
 
34% agreed that Cornwall Council provides value for money, 33% disagreed. 
 
Cornwall Council Services 
 
92% are satisfied with the refuse collection service.  
 
83% are satisfied with the recycling services. 

 
Just over half (55%) are satisfied with the street cleaning service, 25% are 
dissatisfied. 
 
Less than a third (30%) are satisfied with the road maintenance service, over half 
(53%) are dissatisfied. 
 
Half (50%) are satisfied with the library services, 20% are dissatisfied. 
 
Just under half (47%) are satisfied with the sport and leisure services, 21% are 
dissatisfied. 
 
Just over a quarter (27%) are satisfied with the planning services, a third (33%) are 
dissatisfied. 
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Just under a third (32%) are satisfied with the services and support for older people, 
29% are dissatisfied. 

 
Just under a third (32%) are satisfied with the services and support for children and 
young people, 27% are dissatisfied. 
 
Cornwall Council 
 

Around a half (49%) agreed the Council is campaigning and standing up for 
Cornwall. 
 
Nearly half of respondents agreed the following statements applied to Cornwall 
Council: 
 is making the local area a better place to live (44%) 
 is working to make the area cleaner (46%) 
 treats all types of people fairly (41%) 
 
A quarter (25%) agreed the Council is efficient and well run. 

 
Just under a third (31%) agreed the Council is trustworthy.  

 
Just over a quarter (26%) of residents agreed the Council acts on the concerns of 
local residents. 

 
Quality of life 
 
It can be suggested that those factors deemed most important and in most need of 
improvement are: ‘Affordable decent housing’, ‘Health services’ and ‘Wage levels & 
cost of living’. 
 
Influencing decisions 
 
54% disagreed they can influence decisions in their local area. 
 
Crime issues 
 
About half (49%) agreed that the Council and the Police are dealing with Anti-social 
behaviour and crime issues that matter to them in their local area. 
 
Information 
 
Just under half (44%) felt the Council keeps them informed about the services and 
benefits it provides, 56% did not feel well informed. 
 
Respondents felt well informed about ‘how to pay bills’ (93%) and ‘how to register to 
vote’ (93%), however felt far less well informed about other things such as: ‘how to 
complain’ (41%), ‘how to get involved in decision making’ (22%) and ‘what to do in 
the event of a large scale emergency’ (19%). 
 
Respondents also felt less well informed about ‘how the Council spends its money’ 
(35%), ‘what standard of service should be expected’ from the Council (32%), ‘how 
the Council is performing’ (19%) and ‘what the Council’s priorities are’ (16%). 
 
Only 9% felt well informed about the Cornwall Devolution Deal. 
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Local media, printed information provided by the Council, word of mouth and the 
Council website/internet were highlighted as the most common ways of finding out 
about the Council’s decisions and services. 
 
Contacting the Council 
 
Over half of respondents (59%) were satisfied with the service they received the last 
time they made contact with the Council, 20% were dissatisfied. 
 
Most common reasons for dissatisfaction were poor communication; lack of 
acknowledgement; poor response times; unhappy with decisions made; issues with 
staff/departments or having difficulty with speaking to the right person. 
 
59% outlined their preferred method of contact with the Council is by telephone. 
 
 
Internet usage 
 
79% of those who responded outlined they use the internet. Noticeable increases in 
the use of some of the Council’s online services when compared with 2014.  
 
 
Helping out 
 
A quarter (25%) outlined they currently do voluntary or unpaid work.  
 
15% of respondents outlined they would be willing to do some or more voluntary 
work in the future, with a further 42% saying maybe. 
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Introduction 

Background and objectives 
 
Cornwall Council commissioned Marketing Means to undertake a residents’ survey in 
2016, following on from their first resident survey as a unitary authority in 2014. 
 
The survey was to be conducted in line with the methodology used in the 2014 
resident survey to enable comparisons to be made and also enable the Council to 
benchmark itself against other authorities. 
 
Cornwall is a mix of urban and rural areas divided into 19 community network areas, 
a target was set to achieve 1,900 responses with 100 responses in each of the 19 
community network areas.  
 
 

Method 
 
The residents’ survey was undertaken using a postal survey supported by an online 
survey. 
 
Cornwall Council provided a postal address file of all households in Cornwall from 
their Council Tax database. Marketing Means stratified this file by the 19 community 
network areas and randomly selected a sample of approx 263 households from each 
area. In total 5,000 households were included in the sample. 
 
The reason for stratifying the sample in the first instance by community network area 
was to assist with meeting the target of 100 completed surveys from each area. 
 

Marketing Means sent out a paper questionnaire, along with a covering letter and a 
C5 freepost reply envelope to all households in the sample. Marketing Means also 
provided a free phone helpline number facility for residents to use in case of any 
queries about the survey or requests for different formats. 
 
Each survey carried a unique ID number for identification purposes, to ensure any 
subsequent reminder mailings were only sent to non-respondents.  
 
All residents in the sample were also provided with the alternative option of 
completing the survey online if they wished, using their unique login details which 
were included in the covering letter along with a link to the online survey. 
 
The survey was initially sent to all the households in the sample during the week 
commencing 30th May 2016. Those who had not responded were sent a full pack 
reminder during the week commencing 20th June 2016. The closing date for returns 
was the 8th July 2016. 
 

Marketing Means inputted all survey data electronically using SNAP 11 scanning 
software. 10% of all responses were verified using double data entry to check the 
accuracy of the data held. 
 

The analysis contained in this report was conducted using the SPSS statistical 
software package. 
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Cornwall Council Residents’ Survey 
 
Confidence intervals 
Within the report confidence intervals have been stated for the proportions of the 
sample population. 
 

A confidence interval is a measure of how reliable the results from the sample are in 
relation to the wider population.  
 

Example: A confidence interval of +/- 3% at a 95% confidence interval, means that 
any proportion given has a 95% likelihood of being no more than 3% higher or lower 
in the wider population; e.g. if the satisfaction level with a particular service is 65% for 
the sample (i.e. all respondents), the true figure for the entire population will be 
between 62% and 68%, 95% of the time. 
 

The calculation for this is: 
 

 
 
 
Weighting data 
In order to provide a representative view of the population of Cornwall as a whole the 
data achieved was weighted with consideration for the following factors: community 
network area; age; and gender (where appropriate) to reduce any bias of over or 
under represented groups. 
 

As a result of the number of completes achieved at a community network area level, 
some age* and gender categories needed to be combined to avoid very small base 
numbers. 
 

*Please note for the purposes of weighting the two respondents aged 16-17yrs were merged 
with the 18-44yr age category. 
 
All data in this report is based on weighted data. 
 
Rounding 
Figures for charts and tables have been rounded and may not total 100%.  
 
Further notes 
 ‘Don’t knows’, ‘not applicables’ and ‘no replies’ have been omitted from the data and 

charts in this report. 
 Cornwall Council took the decision to allow any member of the household aged 16yrs or 

over to complete the survey (2014 survey was 18yrs and above). 
 

Acknowledgements  
Marketing Means would like to thank Matthew Barton and Natalie Russell at Cornwall 
Council for their help with this project.  
 

Author and publication 
Marketing Means wrote this report in August 2016.   
 
Any press release or publication of the findings of this survey requires the approval of 
the author/Marketing Means. Approval would only be refused if it were felt that the 
intended use would present inaccurate or misrepresented information.  
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Response   
 
Overall 
 
Cornwall Council provided a postal address file, which Marketing Means stratified 
across the 19 community network areas before taking a sample using a random 
sample facility. The size of the sample (5,000) was chosen with the aim of generating 
a response of at least 1,900 responses overall and 100 surveys for each of the 
community network areas.  
 
A total of 2,083 valid surveys were returned. 34 surveys were returned by Royal Mail 
as undelivered. To calculate the response rate, the following formula was used: 
 

(Number of questionnaires returned) 
(Number of people in the sample less undelivered) 

 
The response rate is, therefore, 2,083 / (5,000-34) = 42%. 

 
 
Community Network Areas 
 
Only 3 community network areas failed to meet or exceed the target of 100 
completed surveys: Camborne & Redruth (91); China Clay (82); and Newquay (99), 
the table below shows actual number of completed surveys received from each 
community network area. 
 

  Number achieved 
Bodmin 111

Bude 124

Caradon 116

Camborne & Redruth 91

Camelford 122

China Clay 82

Falmouth & Penryn 104

Hayle & St Ives 103

Helston & the Lizard 103

Launceston 112

Liskeard & Looe 104

Newquay 99

Penzance, Marazion & St Just 127

Saltash & Torpoint 123

St Agnes & Perranporth 125

St Austell 100

St Blazey, Fowey & Lostwithiel 117

Truro (including Roseland) 108

Wadebridge & Padstow 112

Total 2,083
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Throughout this report reference has been made to community network area data, 
however, caution needs to be given when interpreting the results at this level. 
Confidence with data on a community network area level is likely to be +/- 9-10% at 
the 95% level. Although differences at this area level may not be significant, it will 
allow the Council to highlight possible issues in different areas and maybe 
concentrate resources on further work in these areas to follow them up.  
 

Respondent profiles  
 
The final respondent profile was weighted by community network area, age and 
gender (where appropriate) in order to be more reflective of Cornwall’s population as 
a whole. The respondent profiles below show the unweighted and weighted data 
achieved. 
 
Note: The data and charts in this report are based on weighted data. 
 
Age (Q22) Base: 1,956 

Age category Weighted Unweighted 

16-17yrs 0%* 0%* 

18-24yrs 2% 1% 

25-34yrs 14% 6% 

35-44yrs 20% 9% 

45-54yrs 11% 14% 

55-64yrs 18% 22% 

65-74yrs 20% 27% 

75+yrs 15% 20% 

*Two respondents aged 16-17yrs 

 
Sex/Gender (Q23) Base: 2,017 

 Weighted Unweighted 

Male 42% 45% 

Female 58% 55% 

Other 0%* 0%* 

*Six respondents in ‘Other’ (which included the following categories: Intersex; Gender Fluid; Non-Binary; and Other 
from the survey) 

 
Ethnic Origin (Q24) Base: 1,992 

 Weighted Unweighted 

White 71% 74% 

Cornish 27% 25% 

Other 2% 1% 

 
Are your day-to-day activities limited because of a health problem or 
disability which has lasted, or is expected to last, at least 12 months? 
(Q26) Base: 2,019 

 Weighted Unweighted 

Yes, limited a lot 13% 15% 

Yes, limited a little 15% 17% 

No 72% 68% 
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Section 1.0 Your local area and the Council 
 
1.1 Satisfaction with your local area as a place to live 
 
‘Overall, how satisfied or dissatisfied are you with your local area as a place to 
live?’  Base: 2,059  
 

Overall satisfaction with the local area as a place to live is 85% with a confidence 
interval of +/-1.6% at the 95% level. 
 
Chart 1: 

 
 
Differences 

 
 The proportion of 45+yrs who are very satisfied with the local area as a place to 

live is significantly higher than those 44yrs and under (44% compared with 31%). 
 

 18-24yrs showed greatest levels of dissatisfaction with the local area as a place 
to live with 22% outlining they were dissatisfied which was significantly higher 
than those 25yrs+ (7%). 

 
 No significant differences across gender and ethnic origin groups or with those 

with or without a health problem or disability. 
 

 Satisfaction levels across community network areas varied with those satisfied 
ranging from 92% in Wadebridge & Padstow and Helston & the Lizard to 70% in 
St Austell. 

 
Comparisons 
No significant difference overall when compared with the results from the 2014 
survey where 84% were satisfied with the local area as a place to live. 
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1.2 Satisfaction with Cornwall Council 
 
‘Overall, how satisfied or dissatisfied are you with the way Cornwall Council 
runs things?’  Base: 1,953  
 

Overall satisfaction with the way the council runs things is 57% with a confidence 
interval of +/-2.2% at the 95% level, 23% were dissatisfied.  
 
Chart 2: 

 
Differences 
 
 No significant differences across age groups. 75+yrs recorded the greatest level 

of satisfaction with 63% satisfied.  
 

 No significant differences across gender and ethnic origin groups or with those 
with or without a health problem or disability.  
 

 Satisfaction levels across community network areas varied with those satisfied 
ranging from 72% in Caradon to only 36% in Newquay. 

 
 Greatest levels of dissatisfaction were expressed in the areas of: Liskeard & 

Looe (35%); Bodmin (34%); Newquay (32%); and St Blazey, Fowey & Lostwithiel 
(32%).  

 
 
Comparisons  
The council has seen a significant increase in satisfaction (+6%) compared with the 
result from the 2014 survey where 51% were satisfied with the way Cornwall Council 
runs things. 
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1.3 Council Services 
 
‘Overall, how satisfied or dissatisfied are you with the way the Council provides 
the following services?’ 
 
Chart 3: 

   
Refuse collection 
92% of residents are satisfied with the way the Council provides the refuse 
collection service with a confidence interval of +/-1.2% at the 95% level. 
 
The proportion of residents aged 55+yrs who are very satisfied with the refuse 
collection service was significantly higher than those aged 18-34yrs (65% compared 
with 45%). 
 
Satisfaction levels across community network areas varied slightly with those 
satisfied ranging from 96% in Falmouth & Penryn to 85% in St Blazey, Fowey & 
Lostwithiel. 

 
Recycling services 
83% of residents are satisfied with the way the Council provides the recycling 
services with a confidence interval of +/-1.7% at the 95% level. 

 
The proportion of residents aged 75+yrs who are very satisfied with the recycling 
services was significantly higher than the younger age groups at 64%. 
 
Satisfaction levels across community network areas varied widely with those 
satisfied ranging from 91% in Helston & the Lizard to 72% in St Blazey, Fowey & 
Lostwithiel. 

 
 

Base: 2,040 

Base: 2,000 

Base: 1,934 

Base: 1,988 

Base: 1,540 

Base: 1,547 

Base: 1,493 

Base: 1,380 

Base: 1,316 
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Street cleaning 
Just over half (55%) of residents are satisfied with the way the Council provides the 
street cleaning service, a quarter (25%) are dissatisfied, with a confidence interval 
of +/-2.2% at the 95% level. 
 
There was a significant difference between those in the 25-34yrs/35-44yrs who are 
satisfied with the service (62% and 60% respectively) compared with those aged 65-
74yrs (48%). 
 
Females are significantly more satisfied with the service (59%) compared with Males 
(51%). 
 
Satisfaction levels across community network areas varied significantly with those 
satisfied ranging from 71% in Wadebridge & Padstow and Bude to 39% in St 
Austell. 
 
Road maintenance 
Less than a third (30%) of residents are satisfied with the way the Council provides 
the road maintenance service, over half (53%) are dissatisfied, with a confidence 
interval of +/-2.0% at the 95% level. 
 
There is a significant difference between the proportion of 55-64yrs who are 
dissatisfied with the service (60%) compared with those 75+ (47%) and those 18-
24yrs (35%). 
 
Those with no health problems/disabilities and those who are limited a little are 
significantly more likely to be dissatisfied with the service (54% and 56% 
respectively) compared with those who are limited a lot (42%). 
 
Satisfaction levels across community network areas varied widely with those 
satisfied ranging from 40% in Falmouth & Penryn to only 16% in Newquay. 

 
Library services 
Half (50%) of residents are satisfied with the way the Council provides the library 
services, 20% are dissatisfied, with a confidence interval of +/-2.5% at the 95% 
level. 
 
Levels of dissatisfaction across community network areas varied widely ranging 
from 6% in St Austell to 36% in Camelford. 
 
Sports and leisure services 
Just under half (47%) of residents are satisfied with the way the Council provides 
the sport and leisure services, 21% are dissatisfied, with a confidence interval of +/-
2.5% at the 95% level.. 
 
Females significantly more satisfied (52%) compared with Males (41%). 
 
Levels of dissatisfaction across community network areas varied widely ranging 
from 8% in China Clay to 33% in Saltash & Torpoint. 
 
Planning services 
Just over a quarter (27%) of residents are satisfied with the way the Council 
provides the planning services, a third (33%) are dissatisfied, with a confidence 
interval of +/-2.3% at the 95% level. 
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Levels of dissatisfaction across community network areas varied widely ranging 
from 18% in Saltash & Torpoint to 49% in Falmouth & Penryn. 

 
Services and support for older people 
Just under a third (32%) of residents are satisfied with the way the Council provides 
the services and support for older people, 29% are dissatisfied, with a confidence 
interval of +/-2.5% at the 95% level.. 

 
Services and support for children and young people 
Just under a third (32%) of residents are satisfied with the way the Council provides 
the services and support for children and young people, 27% are dissatisfied, with a 
confidence interval of +/-2.5% at the 95% level. 

 
Comparisons  
These specific service questions were not included in the 2014 survey. 

 
1.4 Value for money 
 
‘To what extent do you agree or disagree that Cornwall Council provides value 
for money?’  Base: 1,930 
 

Overall 34% agreed that Cornwall Council provides value for money, 33% disagreed 
with a confidence interval of +/-2.1% at the 95% level.  
 
Chart 4: 
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Differences 
 
 Those aged 35-44yrs were significantly more likely to agree with this statement, 

41% compared with those in the 25-34yrs and 45-54yrs age groups (27% and 
25% respectively). 

 

 Males were more likely to disagree with this statement (36%) compared with 
Females (30%). 

 
 Those who outlined their ethnic origin as Cornish were more likely to disagree 

with this statement (40%) compared with those who outlined their ethnic origin as 
White (30%). 

 

 Those agreeing that the Council provides value for money across community 
network areas varied significantly, ranging from 43% in Bude to only 16% in 
Liskeard & Looe. 
 

 Those disagreeing with the statement also varied across community network 
areas ranging from 46% in Liskeard & Looe to 24% in Lauceston and Caradon. 

 
 
Comparisons  
No significant difference overall when compared with the results from the 2014 
survey where 31% agreed that Cornwall Council provided value for money and 34% 
disagreed.  
 

1.5 Cornwall Council 
 
‘To what extent do you think the following statements apply to Cornwall 
Council?’ 
 
Chart 5: 

 
 

Base: 1,982 

Base: 1,978 

Base: 1,836 

Base: 1,749 

Base: 1,803 

Base: 1,674 

Base: 1,793 
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Is making the local area a better place to live 
 
 44% of residents agreed the Council is making the local area a better place to 

live, with just over a quarter (27%) disagreeing. 
 

 Those aged 45-54yrs were least likely to agree with this statement (31%) in 
comparison to all other age groups most notably and significantly when 
compared with 44yrs and under (51%) and 75+ yrs (45%). 

 
 A third (33%) of those who outlined their ethnic origin as Cornish disagreed with 

the statement, which was significantly higher than those who outlined their ethnic 
origin as White (25%). 
 

 Those agreeing that the Council is making the local area a better place to live 
across community network areas varied significantly, ranging from 54% in Bude 
to 28% in Newquay. 

 
Comparison 
No significant change from 2014 where 42% of residents agreed the Council is 
making the local area a better place to live, with just over a quarter (26%) 
disagreeing. 

 
 

Is working to make the area cleaner 
 
 46% of residents agreed the Council is working to make the area cleaner, 26% 

disagreed. 
 
 The proportion of residents aged 44yrs and under who agreed with this 

statement was significantly higher than those 45+yrs (51% compared with 41%).  
 

 The proportion of residents aged 44yrs and under who disagreed with this 
statement was significantly lower than those 45+yrs (20% compared with 30%).  

 
 Those agreeing that the Council is working to make the area cleaner across 

community network areas varied significantly, ranging from 64% in Hayle & St 
Ives to 29% in Liskeard & Looe. 

 
Comparison 
No significant change from 2014 where 47% of residents agreed the Council is 
working to make the area cleaner, 29% disagreed. 
 
 
Is efficient and well run 

 
 A quarter (25%) agreed the Council is efficient and well run, over a third (39%) 

disagreed. 
 

 18-24yrs were most likely to agree with this statement (56%) compared with the 
other age categories. 

 
 A third (33%) of those who were limited a lot through a health problem/disability 

agreed with this statement which was significantly higher than those who were 
limited a little or those not limited at all (25%). 
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 Again contrasts across network areas, ranging from 40% agreeing amongst 

residents of Caradon to only 9% amongst residents of Newquay. 
 
Comparison  
No significant change from 2014 where 24% agreed the Council is efficient and well 
run, 36% disagreed. 
 
 
Is trustworthy 

 
 Just under a third (31%) agreed the Council is trustworthy with just over a quarter 

(29%) disagreed. 
 

 18-24yrs were most likely to agree with this statement (60%) which was 
significantly higher than the other age categories with the exception of 75+yrs 
(42%). 

 
 35% of those who outlined their ethnic origin as Cornish disagreed with the 

statement, which was significantly higher than those who outlined their ethnic 
origin as White (26%). 
 

 Again contrasts across network areas, ranging from 44% agreeing amongst 
residents of Saltash & Torpoint to only 17% amongst residents of Newquay. 

 
Comparison 
 No significant change from 2014 where 34% agreed the Council is trustworthy 

with just over a quarter (29%) disagreeing. 
 
 
Acts on the concerns of local residents 

 
 Just over a quarter (26%) of residents agreed the Council acts on the concerns 

of local residents, 40% disagreed. 
 

 Across community network areas those disagreeing with this statement ranged 
from 55% in Camelford to 29% in Launceston. 

 
Comparison 
 No significant change from 2014 where 26% of residents agreed the Council acts 

on the concerns of local residents and 37% disagreed. 
 

 
Treats all types of people fairly 

 
 41% of residents agreed the Council treats all types of people fairly, 23% 

disagreed. 
 

 Those residents in the 45-64yrs categories were least likely to agree with this 
statement (32%) which was significantly lower than some of the other age groups 
including 24-34yrs (49%). 

 
 Males were significantly more likely to agree with this statement (45%) compared 

with Females (38%). 
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 28% of those who outlined their ethnic origin as Cornish disagreed with the 

statement, which was significantly higher than those who outlined their ethnic 
origin as White (21%). 
 

 30% of those who were limited a lot through a health problem/disability 
disagreed with this statement which was significantly higher than those who 
were not limited at all (22%) and also higher than those who were limited a little 
(21%). 
 

 Across community network areas those agreeing with this statement ranged 
from 53% in Saltash & Torpoint to 31% in Liskeard & Looe. 

 
Comparison 
 No significant change from 2014 where 40% of residents agreed the Council 

treats all types of people fairly and 22% disagreed. 
 
 
Is campaigning and standing up for Cornwall 
 
 Just under half of residents (49%) agreed the Council is campaigning and 

standing up for Cornwall, 20% disagreed. 
 

 Those in the 45-54yrs were least likely to agree with this statement (38%) which 
was significantly lower than some of the other age groups. 

 
 27% of those who outlined their ethnic origin as Cornish disagreed with the 

statement, which was significantly higher than those who outlined their ethnic 
origin as White (17%). 

 
 Across community network areas those disagreeing with this statement ranged 

from 32% in Camborne & Redruth to 10% in Caradon. 
 

Comparison 
This question has been amended from the 2014 survey. 
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1.6 Quality of life 
 
‘Thinking generally, which of the things below would you say are the MOST 
IMPORTANT in making somewhere a good place to live?’ Base 1,707 

 
Chart 6A: 

 

 
 
The most important factors in making somewhere a good place to live were 
highlighted as: 
 

1. Health services – 60% 
2. Affordable decent housing – 47% 
3. The level of crime – 37% 
4. Education provision – 34% 
5. Care for the elderly – 33% 
6. Wage levels and the cost of living – 33% 

 
 
 

Differences 
 
As expected some variation in the most important factors across age groups: 

 18-44yrs - health services (51%), wage levels and cost of living (45%), 
affordable decent housing (43%) and education provision (43%). 

 45+ yrs - health services (65%), affordable decent housing (50%) and care for 
the elderly (42%). 
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Comparison with 2014 survey results 
 
Chart 6A2: 

 
Base: 2016 (1,707); 2014 (1,001) 
 

 ‘And thinking about the local area, which of the things below, if any, do you 
think MOST NEED IMPROVING?’ Base 1,760 
 
Chart 6B: 
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The factors deemed in most need of improving were highlighted as: 
 

1. Road and pavement repairs – 46% 
2. Affordable decent housing – 43% 
3. Wage levels and the cost of living – 38% 
4. Health services – 38% 
5. Job prospects – 33% 
6. The level of traffic congestion– 30% 

 
Differences 

 
As expected some variation in the factors which most need improving across age 
groups: 

 18-44yrs - wage levels and cost of living (51%), road and pavement repairs 
(42%) and affordable decent housing (37%). 

 45+ yrs – road and pavement repairs (49%), affordable decent housing (46%) 
and health services (39%). 

 
Comparison with 2014 survey results 
 
Chart 6B2: 

 

 
 

 
 The most common three factors which need improving in the local area remain 

the same over the period 2014-2016: road and pavement repairs; affordable 
decent housing and wage levels and the cost of living. 
 

 The factor which has seen the biggest change is health services: 38% have 
outlined it needs improving in 2016 compared with 25% in 2014. 
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2016 - ‘Most important v Most need improving 
 
Chart 6C: 
 

 

 
 

 
 When looking at the importance of a factor compared with whether it needs 

improving it could be suggested that the key areas for the residents of Cornwall 
are: 

 
o Affordable decent housing 
o Health services 
o Wage levels and the cost of living 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Health services 

Affordable decent housing 

Wage levels and cost of living 

Road and pavement repairs 
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1.7 Influencing decisions 
 
‘Do you agree or disagree that you can influence decisions in your local area?’ 
Base 1,907 
 
Only 18% agreed that they could influence decisions in their local area, over half 
(54%) disagreed. 
 
Chart 7: 

 

 
Differences 

 
 No significant differences across age, gender and ethnic origin groups or with 

those with or without a health problem or disability. 
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1.8 Crime Issues 
 
 
 ‘Do you agree or disagree that the Council and the police are dealing with anti-
social behaviour (ASB) and crime issues that matter in the local area?’ Base 
1,879 
 
Just under half (49%) agreed that the Council and the police are dealing with ASB 
and crime issues that matter in the local area a quarter (25%) disagreed. 
 
Chart 8: 
 

 
 
Differences 

 
 Those in the 45-54yrs were least likely to agree with this statement (40%) which 

was significantly lower than some of the other age groups. 
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Section 2.0: Information  
 
2.1 Informed overall 
‘Overall, how well informed do you think Cornwall Council keeps residents 
about the services and benefits it provides?’ Base 1,925 
 
Chart 9: 
 

 
 

 
 44% of residents felt Cornwall Council keeps them very or fairly well informed 

about the services and benefits it provides. 56% outlined they were not very well 
informed or not informed at all. 

 
Differences 
 Significant difference between those who feel very or fairly well informed and 

are under 44yrs (35%) in comparison to those 45+ yrs (47%). 
 
 48% of Males felt very or fairly well informed which was significantly higher 

than Females (41%). 
 

 Contrasts across network areas, ranging from 51% feeling very or fairly well 
informed in Caradon to 32% in Newquay. 
 
 

Comparison 
No significant change from 2014 where 47% of residents felt Cornwall Council keeps 
them very or fairly well informed about the services and benefits it provides. 53% 
outlined they were not very well informed or not informed at all. 
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2.2 Informed services 
‘How well informed do you feel about each of the following?’ 
 
 
Chart 10: 

 
  
How to pay bills 
 93% of residents felt very or fairly well informed about how to pay bills to the 

council 
 
 No significant change from 2014 where 91% of residents felt very or fairly well 

informed about how to pay bills to the council 
 
 

How to register to vote 
 93% of residents felt very or fairly well informed about how to register to vote 
 
 Slight increase in the proportion of residents who felt very or fairly well 

informed about how to register to vote in 2014 (89%). 
 
 
How you get involved in decision making 
 Just under a quarter (22%) of residents felt very or fairly well informed on how 

you get involved in decision making. 
 

 Slightly less when compared with 2014 where 26% of residents felt very or fairly 
well informed on how they could get involved in decision making. 

 
 
 
 

Base: 1,967 

Base: 2,003 

Base: 1,797 

Base: 1,857 

Base: 1,893 

Base: 1,850 

Base: 1,795 

Base: 1,760 

Base: 1,568 

Base: 1,742 
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Differences 
 Only 11% of residents aged 25-34yrs felt very or fairly well informed about how 

you get involved in decision making, which was significantly less than the other 
age groups. 

 
 
 How to complain to the Council 
 41% of residents felt very or fairly well informed about how to complain to the 

Council. 
 

 No significant change from 2014 where 39% of residents felt very or fairly well 
informed about how to complain to the Council. 
 
 

How the council spends its money 
 Just over a third (35%) felt very or fairly well informed about what the council 

spends its money on. 
 

 No significant change from 2014 where 36% felt very or fairly well informed 
about what the council spends its money on. 

 
 
 What standard of service you should expect from the Council 
 Just under a third (32%) felt very or fairly well informed about what standard of 

service you should expect from the Council. 
 
 Slightly less when compared with 2014 where 36% felt very or fairly well 

informed about what standard of service they should expect from the Council. 
 
 
What to do in the event of a large scale emergency 
 Around a fifth (19%) felt very or fairly well informed about what to do in the 

event of a large scale emergency. 
 

 No significant change from 2014 where 21% felt very or fairly well informed 
about what to do in the event of a large scale emergency. 

 
 
What the Council’s priorities are 
 16% felt very or fairly well informed about what the Council’s priorities are. 
 
 
The Cornwall Devolution Deal 
 Only 9% felt very or fairly well informed about the Cornwall Devolution Deal. 

 
 

How well the council is performing 
 About a fifth (19%) felt very or fairly well informed about how well the council is 

performing. 
 
 Significantly less than 2014 where 31% felt very or fairly well informed about 

how well the council is performing. 
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2.3 Information on Council decisions and services  
 
‘How do you currently find out about Cornwall Council’s decisions and the 
services it provides?’  Base 2,083 
 
Chart 11: 

 
 

 Most common ways of finding out about the Council’s decisions and the services 
it provides were highlighted as: local media (58%); printed information provided 
by Council (54%); word of mouth (47%) and the Council’s website/internet (25%). 

 
 

Comparison 
In 2014 most common ways of finding out about the Council’s decisions followed a 
similar pattern: local media (54%); printed information provided by Council (48%); 
word of mouth (42%) and Council website/internet (32%). 
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Section 3.0: Contacting the Council 
 

3.1 Last time you made contact 
‘Overall, how satisfied or dissatisfied were you with the service you received 
the last time you made contact with the Council?’ Base: 1,862 
 

Overall 59% of residents outlined they were satisfied with the service they received 
the last time they made contact with the council. A fifth (20%) were dissatisfied with 
the service they received. 
 
Chart 12: 

 
Differences 
 

 Those aged 18-24 yrs were significantly more satisfied the last time they 
contacted the council (83%) compared with the other age groups, notable those 
aged 25-64yrs. 
 

 Those with a very limiting health problem/disability were significantly more 
dissatisfied the last time they contacted the council (26%) compared to those 
without (18%). 
 

 Contrast with satisfaction rates across community network areas ranging from 
71% amongst Caradon residents to 46% amongst Bodmin residents.  

 
Comparison 
Slight increase in those who were satisfied with the service they received the last 
time they made contact with the council when compared with 2014 (55%), and a 
decrease in those dissatisfied with the service (27%). 
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3.2 Dissatisfaction with last contact 
‘If you were dissatisfied when you last contacted the Council, how could things 
be improved?’ Base: 414 - CODED 
 
Code Label 

% 

Quicker response times / acknowledgement (or still waiting) 
28.3% 

Unhappy with response / justification / outcome / information (e.g. 
issue not resolved as hoped) 27.7% 

Difficulty finding correct person or talking to a person at all / too 
many options 26.7% 

Issues with staff or department (understaffed, unhelpful, made 
errors) 

21.4% 

Other 14.0% 

Stick to promises / what you say you are going to do 6.0% 

Improve website (accessibility / more user friendly) 1.7% 

Unhappy with costs. 0.2% 

 
Some of the most common reasons given for dissatisfaction can be illustrated by the 
comments below: 
 

 ‘When we have problems that affect us the services are very slow to help and 
don't usually resolve the problems anyway’. 
 

 ‘2 months ago and still waiting for them to take action’. 
 

 ‘A better response of telephone enquiries, the main switchboard answers ok 
but departments do not’. 
 

 ‘A reply to my email sent two months ago’. 
 

 ‘Answer the telephone more quickly and have somebody available to answer 
and not deflect direct questions’. 
 

 ‘Having someone who actually cares and takes prompt action on your 
complaint / concern’. 
 

 ‘I am waiting for a response from a planning officer after 7 days’. 
 

 ‘More people on the end of the phone, not automated and not 45 minutes to 
get through’. 
 

 ‘Speed up decisions and have consistent ownership of issues’. 
 

  ‘Complaints should not be closed officially until the matter is concluded’. 
 

 ‘Council need to look into matters thoroughly before making a decision!’ 
 

 ‘Speak to someone in person and not spend hours on a phone, or sent off to 
a different dept. Treat us like human beings and with care’. 
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3.3 Method of contact 
 
‘If you need to contact the Council, how do you prefer to do this?’ Base: 1,804 
 
Chart 13: 

 
 
59% outlined their preferred method of contact with the council is by telephone. 
 
A similar pattern in 2014 where 61% outlined their preferred method of contact with 
the council was by telephone. 
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Section 4.0: Internet usage and online services 
 
4.1 Internet usage 
‘Do you use the internet?’ Base: 2,050  
 
 
Chart 14: 

 
 
 
Over three quarters (79%) of those who responded outlined that they use the internet 
in comparison to 75% in 2014. 
 
Differences 
 
 Internet usage significantly greater in the 54 yrs and under (97%), compared with 

55-64yrs (85%), 65-74yrs (70%) and 75+yrs (36%). 
 

 Internet usage amongst those with no limiting health problem or disability (88%) 
is significantly higher than those who are limited a little (65%) and those limited a 
lot (47%). 
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4.2 Online services 
‘Please indicate if you have used or are aware of any of the following online 
council services?’ (only asked of those who use the internet).  
 
Chart 15: 

 
 

Nearly half outlined they had used the ‘online payments’ service (48%) and the ‘find 
your waste collection/recycling day’ service (46%). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Base: 1,576 

Base: 1,560 

Base: 1,568 

Base: 1,564 

Base: 1,568 

Base: 1,566 

Base: 1,564 

Base: 1,570 

Base: 1,575 

Base: 1,574 

Base: 1,559 

Base: 1,583 

Base: 1,564 
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Comparison with 2014 survey results – Online services used 
 
Chart 16: 

 
The chart above suggests an increase in usage of a number of the Councils online 
services between 2014 and 2016. 
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Section 5.0: Helping Out 
 
 ‘Do you currently do any voluntary, unpaid work in your community? (not 
including any support you give family members) Base: 2,058  
 
 
Chart 17: 

 
 
A quarter (25%) of residents outlined they currently do voluntary or unpaid work in 
their community. 
 
Comparison 
In 2014, 22% of residents outlined they did do voluntary or unpaid work in their 
community. 

 
 
 
 
 
 
 
 
 
 



Email:  colins@marketingmeans.co.uk
Tel:  01364 654485 

 

36

‘Would you be willing to do voluntary work or willing to do more voluntary 
work in the future?’ Base: 2,037  
 
Chart 18: 
 

 
 
15% of residents outlined they would be willing to do some or more voluntary work in 
the future, with a further 42% saying maybe. 

 
Comparison 
In 2014, 14% of residents outlined they would be willing to do some or more 
voluntary work in the future, with a further 40% saying maybe. 
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Section 6.0: Any other comments 
 
‘If you have any other comments about things mentioned in this survey, please 
write them here’ Base: 505 - CODED 
 

  Total 
Road / Transport / Parking problems 23.9% 

Local service problems (e.g. bin collections) 21.7% 

Problems with Cornwall Council (inc councillors staff)  / making 
wrong decisions (e.g. funding in wrong places) 

20.2% 

Local area problems (litter, neighbours) 19.4% 

Lack of local amenities / facilities (excluding public toilets) e.g. 
schools, shops 

19.2% 

Housing / Planning permission problems (excluding wind farms) 17.1% 

Better communication with residents / response times / listening to 
residents 

14.7% 

Other 12.2% 

Public toilet closures 6.0% 

Website / Getting online problems 4.7% 

Council tax / billing / living too expensive 4.5% 

Survey issues / comments 4.1% 

Satisfied / Happy with service provided / Positive experiences 2.2% 
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Appendix 1: Cornwall Residents’ Survey 
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Appendix 2: Cornwall Network Area Tables 

- See separate document 


