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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 the Council, gauge 
satisfaction with services and the local area and assess quality of life.  
 

The survey was first sent out to a random sample of 30,152 households during the 
week commencing 3rd July 2017 with one further full mailing being issued w/c 24th 
July or w/c 31st July 2017 to households who had not responded. The deadline for 
returns to be received was 21st August 2017. 
 
Overall 11,247 valid surveys were returned, giving a response rate of 38%. 
 
A target was set to achieve a minimum of 500 responses or responses from 2% of 
the population (whichever was higher) from each of the 19 Community Network 
Areas (CNAs). Although only 2 of the 19 areas met this target a good level of 
response was achieved providing statistically robust data in all other areas. 
 
All households in the sample received a postal survey with an opportunity to 
complete the survey online. 420 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 
and reduce any bias of over or under-represented groups. All charts and data in this 
report refer to the final ‘weighted’ data. Detailed analysis of each question is provided 
in the main body of the report.  
 
Local area and the Council - Core LGA benchmarking indicators 
 
Local area: 
Overall, residents showed a good level of satisfaction with their local area as a place 
to live, with 82% being satisfied. This level of satisfaction amongst residents has 
remained relatively consistent across the period 2004-2017 ranging from 82%-85%. 
 
The achieved figure however fell short of the Council’s 2016/17 target of 86% and 
was also slightly below the LG Inform national figure recorded at 84%. 
 
Satisfaction with the local area as a place to live varied significantly across 
Community Network Areas with 92% satisfied in Wadebridge & Padstow down to 
only 64% in Bodmin. 
 
Council: 
Overall residents are less satisfied with the way the Council runs things. A significant 
decrease of 10% from 2016 to 2017 leaves less than half of residents being satisfied 
(47%). 
 
This figure compares very unfavourably with the Council’s 2016/17 target which was 
set at, at least 60% and well below the LG Inform national figure recorded at 68%. 
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Although overall the level of dissatisfaction has remained relatively consistent across 
the period (23%-25%), there are pockets where dissatisfaction levels are significantly 
higher most notably in Bodmin where 41% of residents expressed dissatisfaction.  
 
Overall, the proportion of residents agreeing that the Council provides value for 
money has decreased over the period 2016-2017 with less than a third (30%) 
agreeing the Council provides value for money. 
 
This figure compares unfavourably with the Council’s 2016/17 target which was set at 
36% and well below the LG Inform national figure recorded at 47%. 
 
Those agreeing the Council provides value for money varied significantly across 
Community Network Areas with 38% agreeing in Cornwall Gateway and only 21% 
agreeing in Bodmin. 
 
Cornwall Council Services 
 
Although the overall satisfaction level with the Council has fallen significantly over the 
past 12 months, satisfaction with specific service areas has not seen such severe 
reductions which would suggest the provision of the individual service areas listed 
cannot account entirely for the dramatic overall loss in satisfaction with the Council. 
 

Council service 2016 2017 
Difference 
2016-2017 

Keeping public land clear of litter and refuse 55.2% 57.5% +2.3% 

Refuse collection 91.6% 87.7% -3.9% 

Recycling 83.1% 80.9% -2.2% 

Street cleaning 55.2% 57.0% +1.8% 

Road maintenance 29.8% 28.5% -1.3% 

Library Services 49.7% 48.6% -1.1% 

Planning services 26.9% 27.4% +0.5% 

Housing services Not included 27.4% N/A 

Services and support for older people 32.0% 29.8% -2.2% 

Services and support for vulnerable adults Not included 23.5% N/A 

Services and support for children and young people 32.3% 28.9% -3.4% 

Fire rescue and community safety services Not included 74.3% N/A 

Sports and Leisure Facilities 47.4% 49.7% +2.3% 

Parks and Open Spaces Not included 64.2% N/A 

 
The greatest loss in satisfaction recorded between 2016 and 2017 was with the 
refuse collection service (-4%), however the achieved 88% satisfaction score still 
compares favourably with the LG Inform national figure recorded at 77%. 
 
Cornwall Council 
 
The reduction in overall satisfaction may be better explained when looking at the 
level of agreement with statements about the Council. 
 
In line with the reduction in overall satisfaction, the proportion of residents agreeing 
the Council is making the local area a better place to live also reduced significantly 
by 11% from 44% to 33% across the period 2016-2017. 
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Reductions with the proportion of residents agreeing with other statements about the 
Council have also shown some significant differences over the past 12 months: 
 

Council statement 2016 2017 
Difference 
2016-2017 

Enables me to influence Council decision in my local 
area 

18% 17% 
-1% 

Is making the local area a better place to live 44% 33% -11% 

Is working to make the area cleaner 46% 39% -7% 

Is efficient and well run  26% 20% -6% 

Is trustworthy 31% 25% -6% 

Acts on the concerns of local residents 26% 23% -3% 

Is campaigning and standing up for Cornwall  49% 40% -9% 

Treats all types of people fairly 41% 36% -5% 

 
For the first time in the period 2014-2017 a greater proportion of residents disagree 
that the Council is trustworthy compared with those who agree. 
 

Quality of life 
 
Health services, the level of crime and affordable decent housing have consistently 
been some of the most important quality of life factors for residents over the period 
2006-2017. The most significant change in 2017 has seen a ‘sense of community’ 
being the third most important quality of life factor in making somewhere a good 
place to live. 
 
Affordable decent housing and wage levels/cost of living have consistently been 
some of the quality of life factors which residents feel most need improving in the 
local area over the period 2006-2017. However, since 2014 road and pavement 
repairs remains the factor deemed in most need of improvement. 
 
Overall, when looking at the importance of factors against their need for improvement 
it can be suggested greatest focus should be on: ‘Affordable decent housing’, 
‘Hospital and GP Services (NHS) and ‘Care for the elderly and frail’. 
 
Information 
 
Overall the proportion of residents feeling very or fairly well informed by the Council 
about the services and benefits it provides has remained relatively consistent over 
the past 12 months: 43% in 2017 compared with 44% in 2016. 
 
This achieved level however compares unfavourably with the Council’s 2016/17 
target which was set at, at least 52% and also below the LG Inform national figure 
recorded at 57%. 
 
Respondents felt well informed about ‘how to pay bills’ (91%) and ‘how to register to 
vote’ (95%), however felt far less well informed about other things such as: ‘how to 
complain’ (40%), ‘how to get involved in decision making’ (27%) 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’ 
(36%), ‘what standard of service should be expected’ from the Council (33%), ‘how 
the Council is performing’ (20%) and ‘what the Council’s priorities are’ (18%). 
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Only 10% felt well informed about the Cornwall Devolution Deal. 
 
Having said all of this the proportion of residents feeling very/fairly well informed with 
those aspects listed in the survey has not changed dramatically over the past 12 
months, the greatest change has actually seen a greater proportion of residents 
felling very or fairly well informed about how they can get involved in decision making 
(increase of 4.4%), so again it can be suggested that the level of information has not 
contributed to the overall reduction in satisfaction with the Council: 
 

Informed about 

Very/Fairly 
well 

informed 
2016 

 Very/Fairly 
well 

informed 
2017 

Difference 
2016-2017 

How to pay bills 92.5% 91.4% -1.1% 

How to register to vote 93.0% 95.0% +2.0% 

How you get involved in decision making 22.5% 26.9% +4.4% 

How to complain to the Council 41.2% 40.2% -1.0% 

How the council spends its money 35.3% 35.7% +0.4% 
What standard of service you should expect from the 
Council 31.8% 32.5% +0.7% 

What to do in the event of a large scale emergency 18.5% 19.4% +0.9% 

What the Council’s priorities are 16.3% 17.7% +1.4% 

The Cornwall Devolution Deal 9.2% 10.4% +1.2% 

How well the council is performing 19.4% 19.6% +0.2% 

 
Local media, printed information provided by the Council, word of mouth and the 
Council website/internet remain the most common ways for residents to find out 
about the Council’s decisions and services. 
 
Contacting the Council 
 
Just over a quarter (28%) scored the quality of service they received on their most 
recent contact with the Council as a 9 or 10 (where 10 was exceptionally satisfied), 
12% scored a 1 or 2 (where 1 was exceptionally dissatisfied). 
 
The table below shows the average mean score for the most recent contact (between 
1-10, where 1 is exceptionally dissatisfied and 10 is exceptionally satisfied) for each 
aspect:  
 
Aspect Mean Score 

Quality of service 6.5 

Reliability of service 6.4 

Quality of information/advice 6.4 

Handling of enquiries 6.3 

Ease of doing business 6.3 

Ability to interact with the Council in the way you prefer 6.1 

Cares about its customers 5.8 

Open and transparent 5.9 
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Although there is no comparison data available this may be an area for further consideration 
by the Council including the satisfaction with aspects of different communication channels 
(shown below, same scale). 
 
Channel Aspect Mean Score 

In person Speed of service 6.3 

Helpfulness of staff 6.7 

Competence of staff 6.7 

In writing/letter/ 
email 

Speed of service 5.8 

Helpfulness of staff 5.8 

Over the phone Ease of getting through 5.8 

Helpfulness of staff 6.7 

Competence of staff 6.7 

Website Ease of finding what you want 6.5 

Text/social media/ 
web chat 

Speed of response 5.7 

Helpfulness of response 5.7 

 
In addition 29% of respondents outlined they had to make very little effort to complete 
their enquiry or request (scored 9 or 10), 16% scored a 1 or 2 (where 1 was a lot of 
effort). 
 
72% of respondents outlined everything was right first time with regards their most 
recent contact with the council, the remaining 28% was not. Of those not right first 
time 83% outlined they needed to make a follow-up call as a result of this.  
 
Around 1 in 10 residents (11%) outlined that they had a problem or bad experience 
with the council in the past 3 months. 
 
Of those who had a problem in the past 12 months and who had told the council, 
they scored the way their problem or complaint was handled against certain aspects 
as follows, where 1 was exceptionally dissatisfied and 10 was exceptionally satisfied. 
 
Aspect Mean Score 

Outcome of complaint 4.0 

Handling of complaint 4.0 

Staff understanding the issue 4.5 

Staff doing what they say they will do 4.1 

The attitude of staff 4.9 

Speed of resolving your complaint 3.6 

 
Community Safety 
 
43% agreed that the Council and the Police are dealing with anti-social behaviour 
and crime issues that matter to them in their local area, which was a 6% decrease in 
comparison to 2016. 
 
Those agreeing varied significantly across Community Network Areas with 51% in 
Falmouth & Penryn down to only 35% in St Austell & Mevagissey. 
 
Just over a quarter 27% agreed that the Council, Police and other local public 
services do seek people’s views about anti-social behaviour and crime issues that 
matter to them in their local area, 41% disagreed. 
 
Again those agreeing varied significantly across Community Network Areas with 35% 
in Newquay & St Columb down to only 22% in St Austell & Mevagissey, China Clay 
and Camelford. 
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The proportion of residents feeling safe outside in their local area during the day has 
decreased by 7% between 2009 and 2017 from 93% to 86%. 
 
The proportion of residents feeling safe outside in their local area after dark has 
decreased by 2% between 2009 and 2017 from 66% to 64%. 
 
Again significant differences across Community Network Areas, where feeling safe 
outside in the local area during the day ranged from 94% (Falmouth & Penryn) down 
to 71% (St Austell & Mevagissey) and after dark ranged from 80% (Wadebridge & 
Padstow) to 40% (St Austell & Mevagissey). 
 
Nearly half of respondents (46%) outlined they were very or fairly worried about 
being a victim of online crime. 
 
Over half of residents (58%) felt environmental nuisance (litter, rubbish, fly tipping 
and dog fouling) was a very or fairly big problem in the local area which could be an 
area for further consideration by the council. 
 
45% of residents felt people using or dealing drugs (or evidence such as discarded 
needles) was a very or fairly big problem in their local area. 
 
Respect and consideration 
 
61% agreed that their local area is a place where people from different backgrounds 
get on well together (down from 79% in 2009), 9% disagreed. 
  
This varied significantly across Community Network Areas from 70% in St Agnes & 
Perranporth to under half (48%) in Bodmin. 
 
Only 16% outlined that people not treating each other with respect was a very or 
fairly big problem in their local area (down from 25% in 2009). 
 
Again this varied significantly across Community Network Areas from 9% in 
Wadebridge & Padstow, Camelford, Bude and St Agnes & Perranporth up to nearly a 
third (30%) in Bodmin. 
 
Cornish Language 
 
Just over a third of respondents (35%) were strongly in favour or in favour of greater 
opportunities for the use of the Cornish language in social and public life in Cornwall, 
19% were against or strongly against.  
 
Health 
 
52% of residents outlined they were very confident in managing their health, a further 
40% outlined they were somewhat confident. 
 
6% of residents outlined they were not too confident and 1% outlined they were not 
at all confident in managing their own health. 
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Your home 
 
84% of residents were satisfied with the state of repair of their home, 8% were 
dissatisfied. The percentage satisfied decreased to 76% for those who rent from the 
Council. 
 
12% outlined that the quality of their home is having a very or fairly negative impact 
on their health, 18% not a very big impact, two thirds (67%) no impact at all, the 
remaining 4% did not know. 
 
The proportion outlining the quality of their home is having a negative impact on their 
health rose to 22% for those who rent from the Council. 
 
16% of residents outlined that it was a very big or fairly big problem to find the money 
to pay mortgage/rent payments each week/month and 15% utility bills. 
 
Helping out 

 
Just over a fifth (22%) of residents outlined they currently do voluntary or unpaid 
work.  
 
36% of respondents outlined they would be willing to do voluntary work or more 
voluntary work in the future. 
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Introduction 

Background and objectives 
Cornwall Council commissioned Marketing Means to undertake a residents’ survey in 
2017. Residents’ surveys also took place in 2016 and 2014. The 2014 survey was 
the first resident survey undertaken as a unitary authority. 
 
The 2017 survey was to be conducted in line with the methodology used in both the 
2016 and 2014 resident surveys 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 
(CNAs), a target was set to achieve 12,022 responses overall which equated to 2% 
of the overall population of a CNA or a minimum of 500 responses (where 2% of the 
population was less than 500).  
 

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. 
Marketing Means stratified this file by the 19 community network areas and then by 
postcode and randomly selected a sample of at least 1,250 within each CNA. In total 
30,152 households were included in the sample (accounting for larger targets in 
some areas). 
 
The reason for stratifying the sample in the first instance by community network area 
was to assist with meeting the required targets set for each area. 
 
Note: Decision was made to over-sample the CNA of China Clay in order to achieve 
the minimum of 500 responses. This decision was taken on the basis of previous 
response rates achieved for this area in 2016 and 2014 and was done so in 
agreement with the Council. 
 
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 (appendix 1) was initially sent to all the households in the sample during 
the week commencing 3rd July 2017. Those who had not responded were sent a full 
pack reminder during the week commencing 24th July or 31st July 2017. The closing 
date for returns was the 21st August 2017. 
 
Marketing Means inputted all survey data electronically using scanning software. 
10% of all responses were verified to check the accuracy of the data held. 
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The analysis contained in this report was conducted using the SPSS statistical 
software package. 
 

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 to reduce any bias of over or under represented 
groups. 
 
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, unless stated. 

 Any member of the household aged 16yrs or over could complete the survey. 

 Trend analysis and comparisons are shown throughout the report over the last 10yrs, 
please note prior to 2009 the Council was not a unitary council. 

 

Comparisons 
Using data provided by Cornwall Council comparisons have been made with 
previous research and national data and also against targets set by the Council 
throughout the report (where applicable). 
 
Throughout the report any significant differences between different groups of 
residents have been highlighted. 
 

Author and publication 
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 (30,152) was chosen with the aim of 
generating a response of 12,022 responses overall and a minimum of 500 surveys or 
2% of population (whichever was higher) for each of the community network areas.  
 
A total of 11,247 valid surveys were returned (including 420 online). 322 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, 11,247 / (30,152-322) = 38%. 

 
 
Community Network Area 
Two CNAs achieved their target: Helston & South Kerrier and St Agnes & 
Perranporth. A further 13 areas achieved an overall response rate of 37+%, leaving 
Hayle & St Ives (36%), Newquay & St Columb (34%), Bodmin (34%) and China Clay 
(31%). Confidence levels with the data at a CNA level range from +/-2.9% in 
Camborne & Redruth to +/-4.8% in Bodmin. 
 

  

 
 

Target 

 
Number 
achieved 

 
Response 

Rate 

Confidence level at 
95% level (based 

on number 
achieved) 

Bodmin 500 415 34% +/-4.8% 

Bude 500 496 40% +/-4.3% 

Camborne & Redruth 1,220 1,135 38% +/-2.9% 

Camelford 500 451 37% +/-4.5% 

Caradon 500 470 38% +/-4.5% 

China Clay 500 495 31% +/-4.4% 

Cornwall Gateway  661 597 39% +/-4.0% 

Falmouth & Penryn 905 827 37% +/-3.4% 

Hayle & St Ives 524 466 36% +/-4.5% 

Helston & South Kerrier 681 714 42% +/-3.6% 

Launceston 500 471 38% +/-4.5% 

Liskeard & Looe 629 576 37% +/-4.0% 

Newquay & St Columb 554 464 34% +/-4.5% 

St Agnes & Perranporth 500 500 40% +/-4.3% 

St Austell & Mevagissey 652 622 38% +/-3.9% 

St Blazey, Fowey & Lostwithiel 500 465 37% +/-4.5% 

Truro & Roseland 916 860 39% +/-3.3% 

Wadebridge & Padstow 500 486 39% +/-4.4% 

West Penwith 780 737 40% +/-3.6% 

Total 12,022 11,247 38% +/-1% 
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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 (weighted to ONS Mid-Year population estimates 2015). The respondent 
profiles below show both the unweighted and weighted data. 
 
Note: The data and charts in this report are based on weighted data. 
 

Age (Q62) Base: 10,961 
Age category Weighted Unweighted 

16-17yrs 3% 2% 

18-24yrs 7% 4% 

25-34yrs 14% 7% 

35-44yrs 10% 10% 

45-54yrs 16% 15% 

55-64yrs 21% 19% 

65-74yrs 17% 25% 

75+yrs 12% 18% 

 

Sex/Gender (Q60) Base: 10,894 
 Weighted Unweighted 

Male 45.2% 43.6% 

Female 54.5% 56.1% 

*Other 0.3% 0.3% 

*Other’ which includes the following categories: Intersex; Gender Fluid; Non-Binary; and Other from the survey 

 

Ethnic Origin (Q66) Base: 10,887 
 Weighted Unweighted 

White - English 60% 61% 

White - Cornish 31% 31% 

All other ethnic groups 9% 8% 

 

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? 
(Q37) Base: 10,971 

 Weighted Unweighted 

Yes, limited a lot 13% 14% 

Yes, limited a little 20% 22% 

No 67% 64% 

 
What is your main language? (Q65) Base: 11,044 

 Weighted Unweighted 

English 97.4% 97.7% 

Cornish 1.7% 1.6% 

Other  0.9% 0.7% 
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Religion (Q64) Base: 10,813 
 Weighted Unweighted 

Christian 63% 66% 

None 29% 26% 

Other Religion 7% 7% 

 
Sexual orientation (Q63) Base: 10,588 

 Weighted Unweighted 

Heterosexual/Straight 97.3% 97.8% 

Lesbian/Gay woman 0.5% 0.5% 

Gay man 1.0% 0.8% 

Bisexual 0.9% 0.7% 

Asexual 0.2% 0.2% 

Pansexual 0.1% 0.1% 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

16 

 

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: 11,114  
 

Overall satisfaction with the local area as a place to live is 82% with a confidence 
interval of +/-0.7% at the 95% level, 9% were dissatisfied. 
 
Chart 1a: 
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Differences: 
 
Community Network Area 

 Satisfaction with the local area as a place to live varied across Community 
Network Areas, ranging from 64% satisfied in Bodmin to 92% satisfied in 
Wadebridge & Padstow. 

 
Chart 1b: Satisfied with local area as a place to live 

 
 

 With the exceptions of China Clay and St Austell & Mevagissey, residents from 
all other CNAs were significantly more satisfied with their local area as a place 
to live compared with the residents of Bodmin. 
 

 The residents of Bodmin were significantly more dissatisfied (22%) than all but 
one of the CNAs (St Austell & Mevagissey (18%)). 
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Age 

 Those residents aged 65+yrs were significantly more satisfied with their local 
area as a place to live (86%) compared with those aged 16-34yrs (82%) and 35-
64yrs (81%). 
 

Chart 1c: 

 
 
 
Health problem or disability 

 Those residents with no health problem or disability were significantly more 
satisfied with their local area as a place to live (84%) compared with those who 
were limited a little (81%) and those who were limited a lot (76%). 
 

 Those who were limited a little were also significantly more satisfied compared 
with those who were limited a lot. 

 

 Those who were limited a lot were significantly more dissatisfied (13%) 
compared with those limited a little (9%) and those with no health problem or 
disability (9%). 

 
 
Trend analysis 2004-2017 

 Overall satisfaction with the local area as a place to live has remained relatively 
consistent across the period 2004-2017 ranging from 82%-85%. 
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Chart 1d: 
 

 
 
 
Targets and national comparisons 

 The achieved overall figure of 82% satisfied with local area as a place to live was 
lower than the Council’s target (2016/17) of 86%. 
 

 The achieved figure of 82% satisfied was also slightly below the *LG inform 
national figure of 84% (*LG inform figure based on postal/online surveys 2015/16 
data provided by Cornwall Council). 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

20 

 

1.2 Satisfaction with Cornwall Council 
 
‘Overall, how satisfied or dissatisfied are you with the way Cornwall Council 
runs things?’  Base: 10,857  
 

Overall satisfaction with the way the council runs things is 47% with a confidence 
interval of +/-0.9% at the 95% level, 25% were dissatisfied.  
 
Chart 2a: 

 
 
 
Differences: 
 
Community Network Area 

 Satisfaction with the way the Council runs things varied across Community 
Network Areas, ranging from 32% satisfied in Bodmin to 57% satisfied in 
Wadebridge & Padstow. 
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Chart 2b: Satisfied with the way Cornwall Council runs things 

 
 

 Residents living in the areas of: Bude (53%); Caradon (56%); Cornwall Gateway 
(53%); Falmouth & Penryn (51%); Launceston (54%); Truro & Roseland (51%) 
and Wadebridge & Padstow (57%) were all significantly more satisfied than 
those residents living in Bodmin (32%); Camborne & Redruth (42%) and China 
Clay (39%). 
 

 
Chart 2c: Dissatisfied with the way Cornwall Council runs things 
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 The residents of Bodmin were significantly more dissatisfied (41%) than all but 
three of the other CNAs, (Camelford (28%), Newquay & St Columb (33%) and St 
Austell & Mevagissey (31%)). 

 
Age 

 Those residents aged 65+yrs were significantly more satisfied with the way the 
Council runs things (52%) compared with those aged 16-34yrs (45%) and 35-
64yrs (45%). 
 

Chart 2d: 

 
 

 Those residents aged 75-84yrs and 85+yrs were significantly more satisfied 
with the way the council runs things (57% and 60% respectively) compared with 
all other age groups. 
 

 Those residents aged: 16-17yrs (32%); 45-54yrs (28%) and 55-64yrs (26%) were 
significantly more dissatisfied with the way the council runs things compared 
with 75-84yrs (21%) and 85+yrs (16%). 

 

 Those residents aged: 16-17yrs (32%) and 45-54yrs (28%) were significantly 
more dissatisfied with the way the council runs things compared with 25-34yrs 
(22%).   

 
 
Gender 

 Female residents were significantly more satisfied (49%) with the way the 
Council runs things compared with Males (45%). 
 

 Male residents were significantly more dissatisfied (27%) with the way the 
Council runs things compared with Females (22%). 
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Health problem or disability 

 Those residents who were limited a lot were significantly more dissatisfied 
(28%) with the way the Council runs things compared with those residents with 
no health problem or disability (24%). 

 
Ethnic origin 

 Those residents who identified themselves as White – English were significantly 
more satisfied (49%) with the way the Council runs things compared to those who 
identified themselves as White-Cornish (44%). 

 

 Those residents who identified themselves as White – Cornish (28%) were 
significantly more dissatisfied with the way the Council runs things compared to 
those who identified themselves as White-English (22%). 

 
Trend analysis 2014-2017 

 Overall satisfaction with the way the Council runs things has seen significant 
changes during the period 2014-2017. Following a +6% increase in satisfaction 
levels between 2014 (51%) and 2016 (57%) the Council has seen a decrease of 
10% between 2016 (57%) and 2017 (47%). 

 

 The level of dissatisfaction with the way the Council runs things has remained 
relatively consistent across the period: 2014 (25%), 2016 (23%) and 2017 (25%). 

 
Chart 2e: 

 

 

 
Targets and national comparisons 

 The achieved overall figure of 47% satisfied with the way the Council runs things 
was significantly lower than the Council’s target (2017) of at least 60%. 
 

 The achieved figure of 47% satisfied was also significantly below the *LG inform 
national figure of 68% (*LG inform figure based on postal/online surveys 2015/16 
data provided by Cornwall Council). 
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1.3 Council Services 
 
‘Overall, how satisfied or dissatisfied are you with the way the following Cornwall 
Council services are provided?’ 
 
Chart 3a:   

 
 
 
Keeping public land clear of litter and refuse 

 58% were satisfied with the Council keeping public land clear of litter and 
refuse, 27% were dissatisfied. 

 
Differences: 
 
Community Network Area 

 Residents living in the areas of: Bude (73%); Camelford (68%); Truro & Roseland 
(65%) and Wadebridge & Padstow (66%) were all significantly more satisfied 
with the service compared with those residents living in Bodmin (44%); 
Camborne & Redruth (51%); China Clay (49%); Newquay & St Columb (47%); 
and St Austell & Mevagissey (54%). 
 

Age  

 Those residents aged 16-34yrs (60%) and 65+yrs (59%) were significantly more 
satisfied with the service compare with those 35-64yrs (55%). 

 
Gender 

 Female residents were significantly more satisfied (61%) with the service 
compared with Males (54%). 

 
 
 
 
 

Base: 10,676 

Base: 10,983 

Base: 10,853 

Base: 10,566 

Base: 10,801 

Base: 8,235 

Base: 7,923 

Base: 6,431 

Base: 7,557 

Base: 6,728 

Base: 6,919 

Base: 9,546 

Base: 9,463 

Base: 10,463 
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Refuse collection 

 88% were satisfied with the refuse collection, 6% were dissatisfied. 
 
Differences: 
 
Community Network Area 

 Residents living in Camelford (93%) were significantly more satisfied with the 
service compared with those residents living in Bodmin (83%). 
 

Age  

 Those residents aged 65-74yrs (93%); 75-84yrs (94%) and 85+yrs (96%) were 
significantly more satisfied with the service compared with all the younger age 
groups. 

 
Gender 

 Female residents were significantly more satisfied (89%) with the service 
compared with Males (86%). 

 
Recycling services 

 81% were satisfied with the recycling services, 11% were dissatisfied. 
 
Differences: 
 
Community Network Area 

 Residents living in Hayle & St Ives (15%) were significantly more dissatisfied 
with the service compared with those residents living in Bude (7%) and St Austell 
& Mevagissey (8%). 
 

Age  

 Those residents aged 65-74yrs (88%); 75-84yrs (91%) and 85+yrs (94%) were 
significantly more satisfied with the service compared with all the younger age 
groups. 

 
Gender 

 Female residents were significantly more satisfied (83%) with the service 
compared with Males (79%). 

 
Street cleaning 

 57% were satisfied with street cleaning, 23% were dissatisfied. 
 
Differences: 
 
Community Network Area 

 Residents living in the areas of: Bude (69%); Falmouth & Penryn (57%); Hayle & 
St Ives (62%), Launceston (64%) St Austell & Mevagissey (59%), Truro & 
Roseland (59%) and Wadebridge & Padstow (67%) were all significantly more 
satisfied with the service compared with those residents living in China Clay 
(47%) and Newquay & St Columb (47%). 

 Residents in Bude (69%) were significantly more satisfied with the service 
compared with 10 of the other CNAs. 
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Age  

 Those residents aged 25-34yrs (61%) and 35-44yrs (63%) were significantly 
more satisfied with the service compared with those 45-54yrs (55%), 55-64yrs 
(54%) and 65-74yrs (55%). 

 
Gender 

 Female residents were significantly more satisfied (60%) with the service 
compared with Males (53%). 

 
Road maintenance 

 29% were satisfied with road maintenance, 51% were dissatisfied. 
 
Differences: 
 
Community Network Area 

 Residents living in the areas of: Bude (36%); Falmouth & Penryn (33%) and 
Wadebridge & Padstow (35%) were all significantly more satisfied with the 
service compared with those residents living in Bodmin (23%) and China Clay 
(24%). 
 

Age  

 Those residents aged 65+yrs (31%) and 16-34yrs (32%) were significantly more 
satisfied with the service compared with those 35-64yrs (25%). 

 
Gender 

 Female residents were significantly more satisfied (31%) with the service 
compared with Males (25%). 

 
Library services 

 49% were satisfied with the library services, 17% were dissatisfied. 
 
Differences: 
 
Community Network Area 

 Residents living in the area of Bodmin (30%) were significantly more dissatisfied 
with the service compared with 11 of the other CNAs. 
 

Age  

 Those residents aged 65+yrs (56%) were significantly more satisfied with the 
service compared with those 35-64yrs (43%) and 16-34yrs (50%). 

 Those residents aged 16-34yrs (50%) were significantly more satisfied with the 
service compared with those 35-64yrs (43%). 

 
Gender 

 Female residents were significantly more satisfied with the service (52%) 
compared with Males (44%). 

 
Planning services 

 27% were satisfied with the planning services, 31% were dissatisfied. 
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Differences: 
 
Community Network Area 

 Residents living in the area of St Agnes & Perranporth (43%) were significantly 
more dissatisfied with the service compared with 10 of the other CNAs. 

 
Age  

 Those residents aged 16-17yrs (43%), 55-64yrs (33%) and 65-74yrs (34%) were 
significantly more dissatisfied with the service compared with those 25-34yrs 
(23%) and 35-44yrs (25%). 

 
Gender 

 Female residents were significantly more satisfied (29%) with the service 
compared with Males (25%). 

 
Housing services 

 27% were satisfied with the housing services, 24% were dissatisfied. 
 
Differences: 
 
Community Network Area 

 Residents living in the areas of Bodmin (31%); St Austell & Mevagissey (27%) 
and West Penwith (28%) were significantly more dissatisfied with the service 
compared with residents living in Cornwall Gateway (17%). 
 

Age  

 Those residents aged 18-24yrs (39%) were significantly more satisfied with the 
service compared with those 16-17yrs and all those age groups between 25-
74yrs. 

 Those residents aged 85+yrs (44%) were significantly more satisfied with the 
service compared with those 16-17yrs and all those age groups between 25-
74yrs. 

 Those residents aged 75-84yrs (34%) were significantly more satisfied with the 
service compared with those 16-17yrs and those age groups between 45-64yrs. 

 
Health problem or disability 

 Those residents who were limited a little (31%) or limited a lot (36%) were 
significantly more satisfied with the service compared with those with no health 
problem or disability (24%). However, those who were limited a lot were also 
significantly more dissatisfied (27%) than those with no health problem or 
disability (23%). 

 
Services and support for older people 

 30% were satisfied with the services and support for older people, 33% were 
dissatisfied. 

 
Differences: 
 
Community Network Area 

 Residents living in the areas of Bodmin (44%) were significantly more 
dissatisfied than residents living in Caradon (26%), Cornwall Gateway (29%), 
Falmouth & Penryn (26%), Hayle & St Ives (30%) and Newquay & St Columb 
(29%). 
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 Residents living in the areas of St Austell & Mevagissey (37%) were 
significantly more dissatisfied than residents living in Falmouth & Penryn (26%). 
 

Age  

 Those residents aged 75-84yrs (44%) and 85+yrs (54%) were significantly more 
satisfied than those in all of the younger age groups. 

 Those residents aged 16-17yrs (42%), 45-54yrs (34%), 55-64yrs (37%) and 65-
74yrs (35%) were significantly more dissatisfied than those in 75-84yrs (26%) 
and 85+yrs (22%). 

 
Health problem or disability 

 Those residents who were limited a little (32%) or limited a lot (35%) were 
significantly more satisfied than those with no health problem or disability. 
(27%). However, those who were limited a lot were also significantly more 
dissatisfied (37%) than those with no health problem or disability (31%). 

 
Services and support for vulnerable adults 

 24% were satisfied with the services and support for vulnerable people, 35% 
were dissatisfied. 

 
Differences: 
 
Community Network Area 

 Residents living in the areas of Bodmin (42%) and St Austell & Mevagissey 
(42%) were significantly more dissatisfied than residents living in Falmouth & 
Penryn (29%). 
 

Age  

 Those residents aged 75-84yrs (31%) and 85+yrs (45%) were significantly more 
satisfied than those in the 35-74yrs age groups. 

 Those residents aged 16-17yrs (46%), 45-54yrs (39%), 55-64yrs (37%) and 65-
74yrs (37%) were significantly more dissatisfied than those in 75-84yrs (28%) 
and 85+yrs (20%). 

 
Gender 

 Female residents were significantly more dissatisfied (37%) compared with 
Males (33%). 

 
Health problem or disability 

 Those residents who were limited a little (27%) or limited a lot (28%) were 
significantly more satisfied than those with no health problem or disability. 
(21%). However, those who were limited a lot were also significantly more 
dissatisfied (41%) than those who were limited a little (35%) and those with no 
health problem or disability (34%). 

 
Services and support for children and young people 

 29% were satisfied with the services and support for children and young 
people, 29% were dissatisfied. 
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Differences: 
 
Community Network Area 

 Residents living in the areas of Bodmin (35%), China Clay (33%), Helston & 
South Kerrier (32%) and Liskeard & Looe (32%) were significantly more 
dissatisfied than residents living in Cornwall Gateway (21%). 
 

Age  

 Those residents aged 25-34yrs (36%), 75-84yrs (38%) and 85+yrs (43%) were 
significantly more satisfied than those 45-54yrs (23%) and 55-64yrs (23%). 

 Those residents aged 18-24yrs (33%) and 35-44yrs (30%) were significantly 
more satisfied than those 45-54yrs (23%) and 55-64yrs (23%). 

 Those age groups between 16-74yrs were all more significantly dissatisfied 
than the 75-84yrs and 85+yrs. 

 
Gender 

 Female residents were significantly more dissatisfied (32%) compared with 
Males (26%). 

 
Fire rescue and community safety services 

 74% were satisfied with the fire, rescue and community safety services, 5% 
were dissatisfied. 

 
Differences: 

 
Age  

 Those residents aged 18-24yrs (75%), 25-34yrs (75%), 65-74yrs (78%), 75-84yrs 
(82%) and 85+yrs (85%) were significantly more satisfied with the service 
compared with those 45-54yrs (68%). 

 
Health problem or disability 

 Those residents who were limited a little (76%) or limited a lot (77%) were 
significantly more satisfied with the service compared with those with no health 
problem or disability (73%). 
 

Sports and leisure facilities 

 50% were satisfied with the sports and leisure facilities, 21% were dissatisfied. 
 
Differences: 

 
Community Network Area 

 Residents living in the area of Bude (64%) were significantly more satisfied than 
residents living in 11 of the other CNAs. 

 Residents living in the area of  Newquay & St Columb (61%) were significantly 
more satisfied than residents living in 10 of the other CNAs 

 Residents living in the area of  West Penwith (58%) were significantly more 
satisfied than residents living in 9 of the other CNAs 
 

Age  

 Those residents aged 16-34yrs (23%) and 35-64yrs (23%) were significantly 
more dissatisfied than those 65+yrs (14%). 
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Gender 

 Female residents were significantly more satisfied (52%) compared with Males 
(48%). 

 
Parks and open spaces 

 64% were satisfied with the parks and open spaces, 15% were dissatisfied. 
 
Differences: 
 

Community Network Area 

 Residents living in the areas of Falmouth & Penryn (75%), Truro & Roseland 
(72%), Wadebridge & Padstow (70%) and West Penwith (69%) were 
significantly more satisfied than residents living in Bodmin (57%), Camborne & 
Redruth (56%), China Clay (57%), Liskeard & Looe (50%) and St Austell & 
Mevagissey (57%). 
 

Age  

 Those residents aged 16-34yrs (17%) and 35-64yrs (17%) were significantly 
more dissatisfied than those 65+yrs (10%). 

 

Gender 

 Female residents were significantly more satisfied (65%) compared with Males 
(63%). 

 

Health problem or disability 

 Those residents who were limited a little (65%) or those with no health problem or 
disability (65%) were significantly more satisfied than those limited a lot (60%). 
 

Trend analysis 2009-2017 

 Satisfaction with the Council Services listed below have remained relatively 
consistent over the period 2009-2017 with the one noticeable exception of 
satisfaction with the library services which has declined from 68% (2009) to 49% 
(2017). 

 

Chart 3b: Satisfaction with Council Services 2009-2017  
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National comparisons 

 The achieved service satisfaction scores for Cornwall in 2016 and 2017 are 
compared with *LG inform national figures in the table below (*LG inform figure 
based on postal/online surveys data provided by Cornwall Council, services are 
only listed where comparison data is available). 

 

  

Cornwall 
achieved 

2016 

Cornwall 
achieved 

2017 

LGA     
Ave 

2016 

LGA     
Ave 

2017 

Refuse collection 92% 88% 81% 77% 

Street cleaning 55% 57% 69% 70% 

Road maintenance 30% 29% 43% 42% 

Library Services 50% 49% 61% 62% 

Services and support for older people 32% 30% 45% 44% 

Services and support for children & young people 32% 29% 49% 49% 

Sports and Leisure Facilities 47% 50% 64% 64% 

 

 Satisfaction with the refuse collection service for Cornwall is well above the LGA 
average in both 2016 and 2017. 
 

 For all the other services listed, satisfaction amongst Cornwall residents is well 
below the LGA average figures in both 2016 and 2017. 

 

1.4 Value for money 
 
‘To what extent do you agree or disagree that Cornwall Council provides value 
for money?’  Base: 10,463 

 

Overall 30% agreed that Cornwall Council provides value for money with a 
confidence interval of +/-0.9% at the 95% level, 36% disagreed.  
 
Chart 4a: 
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Differences: 
 

Community Network Area 

 The extent to which residents agree that the Council provides value for money 
varied across Community Network Areas, ranging from 21% in Bodmin to 38% in 
Cornwall Gateway. 

 
Chart 4b: Agree the Council provides value for money 

 
 Residents living in the areas of: Bude (37%); Cornwall Gateway (38%) and 

Falmouth & Penryn (36%) were significantly more likely to agree the Council 
provides value for money compared with those residents living in Bodmin (21%); 
Camborne & Redruth (27%) and China Clay (23%). 
 

Chart 4c: Disagree the Council provides value for money 
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 Residents living in the areas of: Bodmin (48%); Camborne & Redruth (40%), 
China Clay (44%) and Newquay & St Columb (43%) were significantly more 
likely to disagree the Council provides value for money compared with those 
residents living in Bude (25%); Caradon (27%), Cornwall Gateway (31%), 
Falmouth & Penryn (31%) and Launceston (29%).  

 
Age 

 Those residents aged 65+yrs were significantly more likely to agree the Council 
provides value for money (35%) compared with those aged 16-34yrs (29%) and 
35-64yrs (27%). 
 

 Those residents aged: 16-34yrs (38%) and 35-64yrs (39%) were significantly 
more likely to disagree that the Council provides value for money compared with 
65+yrs (30%). 
 

Chart 4d: 
 

 

 
 

 Those residents aged 75-84yrs (39%) and 85+yrs (43%) were significantly more 
likely to agree the Council provides value for money compared with all the 
younger age groups. 
 

Gender 

 Male residents were significantly more likely to disagree the Council provides 
value for money (38%) compared with Females (34%). 

 
Ethnic origin 

 Those residents who identified themselves as White-Cornish (40%) were 
significantly more likely to disagree that the Council provides value for money 
compared to those who identified themselves as White-English (34%). 
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Trend analysis 2014-2017 

 Those agreeing and disagreeing that the Council provides value for money have 
shown a degree of change over the period 2014-2017: 

o Those agreeing have seen a decrease of 4% from 2016-2017 
o Those disagreeing have seen an increase of 3% from 2016-17 

 
Chart 4e: Agree/Disagree Council provides value for money  

 

 
Targets and national comparisons 

 The achieved overall figure of 30% agreeing the Council provides value for 
money was significantly lower than the Council’s target (2017) of 36%. 
 

 The achieved figure of 30% agreeing was also significantly below the *LG inform 
national figure of 47% (*LG inform figure based on postal/online surveys 2015/16 
data provided by Cornwall Council). 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

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

 
 
Enables me to influence Council decisions in my local area 
 17% of residents agreed the Council enables them to influence decisions in their 

local areas, 44% disagreed. 
 
Differences: 
 
Community Network Area 

 Residents living in the areas of Launceston (23%) and Newquay & St Columb 
(22%) were significantly more likely to agree compared with those residents 
living in Bodmin (12%); Camborne & Redruth (14%) and China Clay (12%). 

 Residents living in Bodmin (56%) were significantly more likely to disagree 
compared with 8 of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (18%) and those aged 65+yrs (21%) were 
significantly more likely to agree than those 35-64yrs (15%). 

 Those residents aged 35-64yrs (47%) were significantly more likely to disagree 
than those 16-34yrs (43%) and those aged 65+yrs (40%). 

 
Gender 

 Male residents were significantly more likely to disagree (47%) compared with 
Females (42%). 

 
 
 

Base: 9,261 

Base: 10,231 

Base: 10,196 

Base: 9,952 

Base: 9,758 

Base: 9,567 

Base: 9,245 

Base: 9,487 
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Targets 

 The achieved overall figure of 17% agreeing that Cornwall Council enables them 
to influence Council decisions in their local area was lower than the Council’s 
target (2017) of 25%. 

 
Trends 2014-2017 
 
Chart 5b: Agree/Disagree – Enables me to influence Council decision in my local area 
 

 
 
Is making the local area a better place to live 
 33% of residents agreed the Council is making the local area a better place to 

live, 31% disagreed. 
 

Differences: 
 
Community Network Area 

 Residents living in the areas of Cornwall Gateway (38%), Falmouth & Penryn 
(38%) and Wadebridge & Padstow (40%) were significantly more likely to agree 
compared with those residents living in Camborne & Redruth (26%) and China 
Clay (26%). 

 Residents living in St Austell & Mevagissey (42%) were significantly more likely 
to disagree compared with 11 of the other CNAs. 

 Residents living in Bodmin (41%) were significantly more likely to disagree 
compared with 8 of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (35%) and those aged 65+yrs (36%) were 
significantly more likely to agree than those 35-64yrs (30%). 

 Those residents aged 35-64yrs (34%) were significantly more likely to disagree 
than those 16-34yrs (29%) and those aged 65+yrs (29%). 

 
Gender 

 Female residents were significantly more likely to agree (34%) compared with 
Males (31%). 
 

The proportion of 
residents agreeing 
that they can influence 
Council decisions in 
their local areas has 
seen no real change 
between 2016-2017, 
however those 
disagreeing has 
decreased from 54% 
in 2016 to 44% in 
2017. 
 
*Note – question not 
included in 2014. 
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 Male residents were significantly more likely to disagree (33%) compared with 
Females (30%). 

 
Health problem or disability 

 Those residents who were limited a lot (35%) were significantly more likely to 
disagree compared with those with no health problem or disability (30%). 

 
Ethnic origin 

 Those residents who identified themselves as White–Cornish (34%) were 
significantly more likely to disagree compared with those who identified 
themselves as White-English (30%) or White-Any other white background (20%). 

 
Trends 2014-2017 
 
Chart 5c: Agree/Disagree – Is making the local area a better place to live 
 

 

 
 
Is working to make the area cleaner 
 39% of residents agreed the Council is making the local area cleaner, 30% 

disagreed. 
 

Differences: 
 
Community Network Area 

 Residents living in the areas of Bude (49%) and Truro & Roseland (44%) were 
significantly more likely to agree compared with those residents living in Bodmin 
(33%), Camborne & Redruth (35%) China Clay (28%) and Newquay & St Columb 
(34%). 

 Residents living in Newquay & St Columb (41%) were significantly more likely to 
disagree compared with 12 of the other CNAs. 

 Residents living in China Clay (39%) were significantly more likely to disagree 
compared with 11 of the other CNAs. 
 

 

The proportion of 
residents agreeing 
and disagreeing that 
the Council is making 
the local area a better 
place to live saw no 
real change between 
2014-2016.  
 
However, those 
agreeing has declined 
significantly between 
2016 (44%) and 2017 
(33%). 
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Age  

 Those residents aged 16-34yrs (42%) and those aged 65+yrs (40%) were 
significantly more likely to agree than those 35-64yrs (36%). 

 Those residents aged 35-64yrs (32%) were significantly more likely to disagree 
than those 16-34yrs (26%) and those aged 65+yrs (28%). 

 
Gender 

 Female residents were significantly more likely to agree (40%) compared with 
Males (37%). 
 

 Male residents were significantly more likely to disagree (32%) compared with 
Females (28%). 

 
Trends 2014-2017 
 
Chart 5d: Agree/Disagree – Is working to make the area cleaner 

 
 
Is working to make the area greener 
 31% of residents agreed the Council is making the local area greener, 33% 

disagreed. 
 
Differences: 
 
Community Network Area 

 Residents living in the areas of Cornwall Gateway (38%) and Wadebridge & 
Padstow (40%) were significantly more likely to agree compared with those 
residents living in Bodmin (25%), Camborne & Redruth (26%) China Clay (23%) 
and Newquay & St Columb (27%). 

 Residents living in Camborne & Redruth (40%), China Clay (41%) and Newquay 
& St Columb (42%) were significantly more likely to disagree compared with 7 
of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (33%) and those aged 65+yrs (33%) were 
significantly more likely to agree than those 35-64yrs (29%). 

The proportion of 
residents agreeing 
that the Council is 
working to make the 
area cleaner has seen 
a 7% decline between 
2016 and 2017.  
 
The proportion of 
those disagreeing has 
remained relatively 
constant over the 
period 2014-2017. 
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 Those residents aged 35-64yrs (36%) were significantly more likely to disagree 
than those 16-34yrs (31%) and those aged 65+yrs (31%). 

 
Is working to make the area safer 
 31% of residents agreed the Council is making the local area safer, 29% 

disagreed. 
 
Differences: 
 
Community Network Area 

 Residents living in the areas of Falmouth & Penryn (35%), Truro & Roseland 
(34%) and Wadebridge & Padstow (37%) were significantly more likely to agree 
compared with those residents living Camborne & Redruth (26%) and China Clay 
(24%). 

 Residents living in St Austell & Mevagissey (42%) were significantly more likely 
to disagree compared with 12 of the other CNAs. 

 Residents living in China Clay (38%) were significantly more likely to disagree 
compared with 9 of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (34%) and those aged 65+yrs (34%) were 
significantly more likely to agree than those 35-64yrs (28%). 

 Those residents aged 35-64yrs (31%) were significantly more likely to disagree 
than those 16-34yrs (28%) and those aged 65+yrs (27%). 

 
Gender 

 Female residents were significantly more likely to agree (22%) compared with 
Males (17%). 
 

 Male residents were significantly more likely to disagree (45%) compared with 
Females (38%). 

 
Health problem or disability 

 Those residents limited a lot (23%) and limited a little (22%) were significantly 
more likely to agree compared with those with no health problem or disability 
(18%). 

 
Is efficient and well run 
 20% of residents agreed the Council is efficient and well run, 41% disagreed. 

 
Differences: 
 
Community Network Area 

 10 of the CNAs were significantly more likely to agree compared with those 
residents living Bodmin (10%). 

 Residents living in Bodmin (57%) were significantly more likely to disagree 
compared with 13 of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (23%) and those aged 65+yrs (23%) were 
significantly more likely to agree than those 35-64yrs (16%). 

 Those residents aged 35-64yrs (44%) were significantly more likely to disagree 
than those 16-34yrs (39%) and those aged 65+yrs (38%). 
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Gender 

 Female residents were significantly more likely to agree (32%) compared with 
Males (29%). 

 
Health problem or disability 

 Those residents limited a lot were significantly more likely to disagree (33%) 
compared with those who are limited a little (29%) and those with no health 
problem or disability (28%). 

 
Ethnic origin 

 Those residents who identified themselves as White–Cornish (45%) were 
significantly more likely to disagree compared with those who identified 
themselves as White-English (39%). 

 
Trends 2014-2017 
 
Chart 5e: Agree/Disagree – Is efficient and well run 

 
 
Is trustworthy 
 25% of residents agreed the Council is trustworthy, 33% disagreed. 
 
Differences: 
 
Community Network Area 

 Residents living in the areas of Caradon (31%), Cornwall Gateway (31%), 
Launceston (30%) and Wadebridge & Padstow (31%) were significantly more 
likely to agree compared with those residents living Bodmin (18%) and China 
Clay (19%). 

 Residents living in Bodmin (44%) were significantly more likely to disagree 
compared with 8 of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (27%) and those aged 65+yrs (32%) were 
significantly more likely to agree than those 35-64yrs (21%). 

The proportion of 
residents agreeing 
that the Council is 
efficient and well run 
has seen a 6% 
decline between 2016 
and 2017.  
 
The proportion of 
those disagreeing has 
increased consistently 
over the period: 2014 
(36%); 2016 (39%) 
and 2017 (42%). 
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 Those residents aged 35-64yrs (36%) were significantly more likely to disagree 
than those 16-34yrs (31%) and those aged 65+yrs (26%). 

 
Gender 

 Male residents were significantly more likely to disagree (34%) compared with 
Females (31%). 

 
Health problem or disability 

 Those residents limited a lot (29%) or limited a little (27%) were significantly 
more likely to agree compared with those with no health problem or disability 
(24%). 

 
Ethnic origin 

 Those residents who identified themselves as White–Cornish (36%) were 
significantly more likely to disagree compared with those who identified 
themselves as White-English (30%). 

 
National comparisons 

 The achieved overall figure of 25% agreeing that Cornwall Council is trustworthy 
was significantly lower than LG national average (2017) of 59%. 

 
Trends 2014-2017 
 
Chart 5f: Agree/Disagree – Is trustworthy 

 
 
 
 
Acts on the concerns of other people 

 23% of residents agreed the Council acts on concerns of local residents, 42% 
disagreed 

 

 
 
 
 

For the first time in 
2017 a greater 
proportion of residents 
disagreed the Council 
is trustworthy 
compared with those 
who agreed. 
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Differences: 
 

Community Network Area 

 Residents living in the area of Launceston (31%) were significantly more likely 
to agree compared with those residents living China Clay (19%) and Camborne & 
Redruth (20%). 

 Residents living in Bodmin (52%) were significantly more likely to disagree 
compared with 8 of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (24%) and those aged 65+yrs (27%) were 
significantly more likely to agree than those 35-64yrs (20%). 

 Those residents aged 35-64yrs (44%) were significantly more likely to disagree 
than those 16-34yrs (40%) and those aged 65+yrs (39%). 

 

Gender 

 Male residents were significantly more likely to disagree (44%) compared with 
Females (40%). 

 

Health problem or disability 

 Those residents limited a lot (26%) or limited a little (25%) were significantly 
more likely to agree compared with those with no health problem or disability 
(22%). 

 

Ethnic origin 

 Those residents who identified themselves as White–Cornish (47%) were 
significantly more likely to disagree compared with those who identified 
themselves as White-English (40%). 

 

National comparisons 

 The achieved overall figure of 23% agreeing that Cornwall Council acts on the 
concerns of local residents was significantly lower than LG national average 
(2017) of 59%. 

 

Trends 2014-2017 
 
Chart 5g: Agree/Disagree – Acts on the concerns of local residents 

 

The proportion of 
residents agreeing 
that the Council acts 
up on the concerns of 
local residents has 
only seen a small 
change across the 
period 2014-2017.  
 
The proportion of 
those disagreeing 
appears to be 
increasing: 37% 
(2014), 40% (2016) 
and 42% (2017). 
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Is campaigning and standing up for Cornwall 

 40% of residents agreed the Council is campaigning and standing up for 
Cornwall, 24% disagreed 

 

Differences: 
 

Community Network Area 

 5 CNAs were significantly more likely to agree compared with those residents 
living China Clay (32%). 

 Residents living in Bodmin (30%), China Clay (29%), St Blazey, Fowey & 
Lostwithiel (29%) and West Penwith (28%) were significantly more likely to 
disagree compared with Caradon (15%), Cornwall Gateway (18%) and Liskeard 
& Looe (18%). 
 

Age  

 Those residents aged 16-34yrs (40%) and those aged 65+yrs (47%) were 
significantly more likely to agree than those 35-64yrs (36%). 

 Those residents aged 35-64yrs (26%) were significantly more likely to disagree 
than those 16-34yrs (23%) and those aged 65+yrs (19%). 

 

Ethnic origin 

  Those residents who identified themselves as White–English (42%) were 
significantly more likely to agree compared with those who identified themselves 
as White-Cornish (37%). 

 Those residents who identified themselves as White–Cornish (28%) were 
significantly more likely to disagree compared with those who identified 
themselves as White-English (20%). 

 

Targets 

 The achieved overall figure of 40% agreeing that Cornwall Council is 
campaigning and standing up for Cornwall was significantly lower than the 
Council’s target (2017) of at least 60%. 

 

Trends 2014-2017 
 
Chart 5h: Agree/Disagree – Is campaigning and standing up for Cornwall 

 
 

The proportion of 
residents agreeing 
that the Council is 
campaigning and 
standing up for 
Cornwall has 
decreased by 9% 
between 2016 and 
2017. 
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Treats all types of people fairly 

 36% of residents agreed the Council treats all types of people fairly, 26% 
disagreed 
 

Differences: 
 

Community Network Area 

 Residents living in Falmouth & Penryn (40%), Launceston (42%) and Truro & 
Roseland (40%) were significantly more likely to agree compared with Bodmin 
(28%). 

 Residents living in China Clay (35%) were significantly more likely to disagree 
compared with 7 of the other CNAs. 
 

Age  

 Those residents aged 16-34yrs (38%) and those aged 65+yrs (39%) were 
significantly more likely to agree than those 35-64yrs (32%). 

 Those residents aged 35-64yrs (27%) and 16-34yrs (27%) were significantly 
more likely to disagree than those aged 65+yrs (21%). 

 

Gender 

 Male residents were significantly more likely to agree (37%) compared with 
Females (34%). 
 

 Female residents were significantly more likely to disagree (27%) compared 
with Females (24%). 

 

Health problem or disability 

 Those residents limited a lot (31%) were significantly more likely to disagree 
compared with those limited a little (27%) or those with no health problem or 
disability (24%). 

 

Trends 2014-2017 
 
Chart 5i: Agree/Disagree – Treats all types of people fairly 

 
 

 

 

The proportion of 
residents agreeing 
that the Council treats 
all types of people 
fairly has seen a 5% 
decrease between 
2016 and 2017.  
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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 9,206 

 
Chart 6A: 

 

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

1. GP services – 59% 
2. Hospital services – 45% 
3. Affordable decent housing – 41% 
4. A sense of community – 34% 
5. The level of crime – 34% 
6. Care for the frail and elderly – 31% 
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‘And thinking about the local area, which of the things below, if any, do you 
think MOST NEED IMPROVING?’ Base 9,512 
 
Chart 6B: 

 
 
The factors deemed in most need of improving were highlighted as: 
 

1. Road and pavement repairs – 41% 
2. Affordable decent housing – 39% 
3. Hospital Services (NHS) – 35% 
4. Wage levels and the cost of living – 35% 
5. The level of traffic congestion– 34% 
6. Care for the frail and elderly – 32% 

 
 
Differences 

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

 16-34yrs - wage levels and cost of living (40%), road and pavement repairs 
(39%) and affordable decent housing (37%). 

 35-64yrs - wage levels and cost of living (39%), road and pavement repairs 
(39%) and affordable decent housing (39%). 

 65+ yrs – road and pavement repairs (47%), care for frail and elderly (41%) 
and affordable decent housing (40%). 
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2017 - ‘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 Hospital and GP Services (NHS) 
o Care for the frail and elderly 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Hospital services (NHS) 

Affordable decent housing 

GP Services (NHS) 

Care for frail and elderly 
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Trend analysis 2006-2017– Quality of life factors most important 
 Rank 

2006 
Rank 
2007 

Rank 
2009 

Rank 
2014 

Rank 
2016 

Rank 
2017 

Health services 1 1 1 1 1 1 

Level of crime 2 2 2 3 3 4 

Affordable decent housing 3 4 3 2 2 2 

Clean streets 4 5 7 7 10 10 

Education provision 5 6 9 6 4 6 

Access to nature 8 3 5 11 13 13 

Public transport N/A N/A 4 8 8 7 

Care for elderly  N/A N/A N/A 4 5 5 

Wage levels and cost of living 6 7 6 5 6 8 

Sense of community N/A 11 N/A 12 11 3 

*Note – Not all factors were included every year (N/A in table) 
** Note - Health factors were split to GP services and Hospital Services in 2017 (these were top 
two most important) 

 

 Health services, the level of crime and affordable decent housing have 
consistently been some of the most important quality of life factors for residents 
over the period 2006-2017. 

 The most significant change has seen a sense of community rank 3rd most 
important in 2017. 

 
 
Trend analysis 2006-2017– Quality of life factors most need improving 
 Rank 

2006 
Rank 
2007 

Rank 
2009 

Rank 
2014 

Rank 
2016 

Rank 
2017 

Affordable decent housing 1 2 3 3 2 2 

Wage levels and cost of living 2 1 2 2 3 4 

Activities for teenagers 3 3 1 9 8 10 

Job prospects 4 4 4 4 4 8 

Level of congestion 5 5 6 8 5 5 

Public transport N/A N/A 5 5 6 9 

Road and pavement repairs N/A N/A 7 1 1 1 

Hospital services (NHS) N/A N/A N/A N/A N/A 3 

*Note – Not all factors were included every year (N/A in table) 
** Note - Health factors were split to GP services and Hospital Services in 2017 

 

 Affordable decent housing and Wage levels and cost of living have consistently 
been some of the quality of life factors residents feel need improving over the 
period 2006-2017. 

 Road and pavement repairs have been identified as the quality of life factor which 
most needs improving during the period 2014-2017. 

 The ranking of activities for teenagers has seen a significant change between the 
period 2006-2009 compared with 2014-2017. 
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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 10,366 
 
Chart 7a: 

 
 

 

 43% of residents felt Cornwall Council keeps them very or fairly well informed 
about the services and benefits it provides with a confidence interval of +/-0.9% 
at the 95% level. 57% outlined they were not very well informed or not 
informed at all. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

50 

 

Differences: 
 
Community Network Area 

 The percentage of residents feeling very or fairly well informed by the Council 
about the services and benefits it provides varied across Community Network 
Areas from 50% in Caradon down to only 35% in Bodmin. 

 
Chart 7b: Very or fairly well informed 

 
 

 Over a fifth of residents in Bodmin (24%), St Austell & Mevagissey (23%), China 
Clay (21%) and Camborne & Redruth (21%) did not feel very well informed at all. 

 
Chart 7c: Not well informed at all 
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Age 

 Those residents aged 65+yrs were significantly more likely to feel very or fairly 
well informed (49%) compared with those aged 16-34yrs (40%) and 35-64yrs 
(41%). 

 

Gender 

 Males were significantly more likely to feel very or fairly well informed (45%) 
compared with Females (42%). 
 

Main language 

 Those whose main language is not English or Cornish were significantly more 
likely to feel very or fairly well informed (62%) compared with those where 
Cornish or English is their main language (43%). 

 
 

Trend analysis 2014-2017 

 Those feeling very/fairly well informed has decreased slightly over the period 
2014-2017. 

 
Chart 7d: Trend analysis 2014-2017– Council keeps residents informed 

 

 

 
Targets and national comparisons 

 The achieved figure of 43% very or fairly well informed is well below the Council 
target (2016/17) of at least 52%. 
 

 The achieved figure of 43% very or fairly well informed is also well below the *LG 
inform national figure of 57% (*LG inform figure based on postal/online surveys 
2015/16 provided by Cornwall Council). 
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2.2 Informed services 
‘How well informed do you feel about each of the following?’ 
 
 
Chart 8a: 

 

  
 
How to pay bills 

 91% of residents felt very or fairly well informed about how to pay bills to the 
council compared with 93% (2016) and 91% (2014). 

 
How to register to vote 

 95% of residents felt very or fairly well informed about how to register to vote 
compared with 93% (2016) and 89% (2014). 

 
How you get involved in decision making 

 Just over a quarter (27%) of residents felt very or fairly well informed on how 
you get involved in decision making, 73% not very well informed or not informed 
at all. 

 This compares with 22% very or fairly well informed (2016) and 26% (2014). 
 

 How to complain to the Council 

 40% of residents felt very or fairly well informed about how to complain to the 
Council, 60% not very well informed or not informed at all. 

 This compares with 41% very or fairly well informed (2016) and 39% (2014). 
 
How the council spends its money 

 Just over a third (36%) felt very or fairly well informed about what the council 
spends its money on, 64% not very well informed or not informed at all. 

 This compares with 35% very or fairly well informed (2016) and 36% (2014). 
 

Base: 10,648 

Base: 10,724 

Base: 9,362 

Base: 9,674 

Base: 10,010 

Base: 9,671 

Base: 9,570 

Base: 9,334 

Base: 8,147 

Base: 9,142 
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What standard of service you should expect from the Council 

 A third (33%) felt very or fairly well informed about what standard of service 
you should expect from the Council, 67% not very well informed or not informed 
at all. 

 This compares with 32% very or fairly well informed (2016) and 36% (2014). 
 
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, 81% not very well informed or not informed at 
all. 

 This compares with 19% very or fairly well informed (2016) and 21% (2014). 
 
What the Council’s priorities are 

 18% felt very or fairly well informed about what the Council’s priorities are, 
82% not very well informed or not informed at all. 

 This compares with 16% very or fairly well informed (2016). 
 
The Cornwall Devolution Deal 

 Only 10% felt very or fairly well informed about the Cornwall Devolution Deal, 
90% not very well informed or not informed at all. 

 This compares with 9% very or fairly well informed (2016). 
 

How well the council is performing 

 A fifth (20%) felt very or fairly well informed about how well the council is 
performing, 80% not very well informed or not informed at all. 

 This compares with 19% very or fairly well informed (2016) and 31% (2014). 
 

Differences: 
 
Community Network Area 

 Residents living in Bude (95%) and Caradon (95%) felt significantly more 
informed about how to pay bills to the Council compared with China Clay (88%) 
and St Blazey, Fowey & Lostwithiel (87%). 
 

 Residents living in Falmouth & Penryn (96%) and Wadebridge & Padstow (97%) 
felt significantly more informed about how to register to vote compared with 
China Clay (92%). 
 

 Residents living in Cornwall Gateway felt significantly more informed with what 
the council spends its money on (45%) compared with those residents living in 
Bodmin (28%), Camborne & Redruth (35%), Camelford (31%), China Clay (27%), 
Newquay & St Columb (31%) and St Austell & Mevagissey (34%). 
 

 Residents living in Cornwall Gateway felt significantly more informed about how 
to get involved in decision making (30%) and what standard of service you should 
expect from the Council (38%) compared with China Clay (21% and 26% 
respectively). 

 

 Residents living in Liskeard & Looe (23%) and Newquay & St Columb (24%) felt 
significantly more informed about how well the Council is performing compared 
with Bodmin (12%) and China Clay (14%). 
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Age  

 Those residents aged 65+yrs felt significantly more informed about all of the 
aspects listed compared with those aged 35-64yrs. 

 

 With the exception of ‘what the Council’s priorities are’ and ‘The Cornwall 
Devolution Deal’ those residents aged 65+yrs felt significantly more informed 
about all of the aspects listed compared with those aged 16-34yrs. 

 
Gender 

 Males were significantly more likely to feel very or fairly well informed (37%) 
about what the Council spends its money on compared with Females (34%). 

 
Health problem or disability 

 Those residents limited a little or limited a lot felt significantly more informed 
about what standard of service you should expect from the Council (38% and 
35%) and how well the Council is performing (26% and 23%) compared with 
those with no health problem or disability (31% and 17% respectively). 
 

 Those residents limited a lot felt significantly less well informed about what the 
Council spends its money on (69%) compared with those limited a little (64%) 
and those with no health problem or disability (64%). 
 

 Those residents limited a lot felt significantly more informed about The Cornwall 
Devolution Deal (14%) and what the Council’s priorities are (21%) compared with 
those with no health problem or disability (9% and 17% respectively). 
 

 Those residents with those with no health problem or felt significantly more 
informed about how to pay bills to the Council (92%) compared with those limited 
a little or limited a lot (90% and 88% respectively). 

 
Ethnic Group 

 Those who identified themselves as White-English felt significantly more 
informed about what the Council spends its money on (37%) compared with 
those who identified themselves as White-Cornish (32%). 

 
 Those who identified themselves as White-Cornish felt significantly more 

informed about The Cornwall Devolution Deal (12%) compared with those who 
identified themselves as White-English (9%). 
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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 11,235 

 
Chart 8b: 

 

 

 Most common ways of finding out about the Council’s decisions and the services 
it provides were highlighted as: local media (59%); printed information provided 
by Council (55%); word of mouth (49%) and the Council’s website/internet (25%). 

 
 

Differences: 
 
Age 

 Significantly more 35-64yrs (56%) and 65+yrs (58%) find out about the Council 
through printed information provided by the Council compared with 16-34yrs 
(52%). 

 Significantly more 35-64yrs find out about the Council through the Council 
website/internet (32%), compared with 16-34yrs (24%) and 65+yrs (16%). 

 Significantly more 16-34yrs find out about the Council through social media 
sites and blogs (15%) compared with 35-64yrs (12%) and 65+yrs (5%). 

 Significantly more 65+yrs find out about the Council from their local councillor 
(12%) or direct contact with the council (10%) compared with 35-64yrs (7% 
and 8% respectively) and 16-34yrs (7% and 8% respectively). 

 Significantly more 16-34yrs find out about the Council through word of mouth 
(53%) compared with 35-64yrs (48%) and 65+yrs (49%). 

 Significantly more 65+yrs find out about the Council through local media (69%) 
compared with 16-34yrs (52%) and 35-64yrs (57%). 
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Gender 

 Significantly more Males find out about the Council through the Council 
website/internet (27%) and local media (61%) compared with Females (24% 
and 58% respectively). 

 Significantly more Females find out about the Council through social media 
sites and blogs (12%) and word of mouth (53%) compared with Males (9% and 
46% respectively). 

 
Main language 

 Those whose main language is not English or Cornish were significantly less 
likely to find out about the Council through local media (36%) compared with 
those where Cornish (55%) or English (59%) is their main language. 

 
Comparison 2014 and 2016 

 2016- 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%). 

 2014- Most common ways of finding out about the Council’s decisions and the 
services it provides were highlighted as: 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: Online services 
 
3.1 Online services 
‘Please indicate if you have used or are aware of any of the following online 
council services?’  
 
Chart 9a: 
 

 
 

 
 
Nearly half outlined they had used the ‘online payments’ service (47%) and the ‘find 
your waste collection/recycling day’ service (45%). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Base: 10,565 

Base: 10,526 

Base: 10,479 

Base: 10,646 

Base: 10,607 

Base: 10,609 

Base: 10,567 

Base: 10,545 

Base: 10,539 

Base: 10,539 

Base: 10,571 

Base: 10,523 

Base: 10,585 
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Comparison with 2014-2016 
 
Chart 9b: Used online services comparison 
 

 

 

 Online payments and find your waste collection/recycling day have been 
consistently the most used online council services across the period 2014-2017. 

 

3.2 Challenges preventing accessing services online 
 
‘What challenges do you foresee in the future that would prevent you from 
accessing services online?’ Base 11,247 - MULTI 
 

  Total 

10. What challenges do you foresee in the 
future that would prevent you from 
accessing services online?  

Total # 11247 

% 100% 

Access to a computer # 1695 

% 15% 

Lack of reliable broadband 
in my area 

# 3090 

% 27% 

General affordability of 
internet access 

# 2267 

% 20% 

Lack of confidence in using 
online services 

# 3376 

% 30% 
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 Over a quarter outlined lack of confidence in using online services (30%) and lack 
of reliable broadband (27%) as challenges that would prevent accessing services 
online in the future. 

 
Differences: 
 
Community Network Area 

 Over a third of residents in Camelford (36%), Launceston (36%) and Caradon 
(34%) outlined lack of reliable broadband being a challenge to accessing online 
services in the future. 

 
Chart 9c: Lack of reliable broadband as a challenge to accessing online services 

 
Age 

 Significantly more 65+yrs outlined access to a computer (20%) and lack of 
confidence (43%) as future challenges to accessing online services compared 
with 16-34yrs (14% and 22% respectively) and 35-64yrs (12% and 21% 
respectively). 
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Section 4.0: Contacting the Council 
 

4.1 Last time you made contact 
 
‘Thinking about your most recent contact with the Council, what was the main 
purpose of the contact?’ Base: 9,589 
 
 

Chart 10: 
 

 
 

Nearly a third (30%) outlined that the main purpose of their most recent contact with 
the Council was to pay a bill. 
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4.2 Aspects of service 
 
‘Thinking about your most recent contact with the Council, how satisfied or 
dissatisfied were you with the following (on a scale 1-10 where 1 is 
exceptionally dissatisfied and 10 is exceptionally satisfied)?’ 
 
Chart 11a: 

 

 
In the case of all of the aspects listed with regards residents’ most recent contact 
around a quarter (22%-28%) scored them a 9 or 10 (exceptionally satisfied).  
 
 
The table below shows the average mean score (between 1-10) for each aspect.  
 
Aspect Mean Score 

Quality of service 6.5 

Reliability of service 6.4 

Quality of information/advice 6.4 

Handling of enquiries 6.3 

Ease of doing business 6.3 

Ability to interact with the Council in the way you prefer 6.1 

Cares about its customers 5.8 

Open and transparent 5.9 

 
 
 
 
 
 
 
 

Base: 8,182 

Base: 7,750 

Base: 7,844 

Base: 7,298 

Base: 7,255 

Base: 7,165 

Base: 7,215 

Base: 6,916 
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Differences 
 
Health problem or disability 

 Significantly more residents limited a lot scored each aspect a 1 (exceptionally 
dissatisfied) compared with those with no health problem or disability: 

 
Aspect Limited a lot 

scoring 
aspect = 1 

No health problem 
or disability 

scoring aspect = 1 

Quality of service 11% 8% 

Reliability of service 11% 8% 

Quality of information/advice 11% 8% 

Handling of enquiries 13% 9% 

Ease of doing business 12% 8% 

Ability to interact with the Council in the way you prefer 14% 10% 

Cares about its customers 15% 11% 

Open and transparent 16% 11% 
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4.3 Most recent contact in person 
‘If your most recent contact was in person, how satisfied or dissatisfied were 
you with the following (on a scale 1-10 where 1 is exceptionally dissatisfied 
and 10 is exceptionally satisfied)?’ 

 
Chart 11b: 

 
 
Just over half (54%) of those whose most recent contact was in person scored speed 
of service 7-10, with over a quarter (27%) scoring 1-4. 
 
60% of those whose most recent contact was in person scored helpfulness of staff 7-
10, with 24% scoring 1-4. 
 
60% of those whose most recent contact was in person scored competence of staff 
7-10, with 23% scoring 1-4. 
 
 
The table below shows the average mean score (between 1-10) for each aspect.  
 
Aspect Mean Score 

Speed of service 6.3 

Helpfulness of staff 6.7 

Competence of staff 6.7 

 
 
 
 
 
 
 

Base: 3,302 

Base: 3,397 

Base: 3,360 
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4.4 Most recent contact in writing/letter/email 
‘If your most recent contact was in writing/letter/email, how satisfied or 
dissatisfied were you with the following (on a scale 1-10 where 1 is 
exceptionally dissatisfied and 10 is exceptionally satisfied)?’ 

 
Chart 11c: 

 
 
Just under half (47%) of those whose most recent contact was in writing/letter/email 
scored speed of service 7-10, with a third (33%) scoring 1-4. 
 
Just under half (46%) of those whose most recent contact was in writing/letter/email 
scored helpfulness of staff 7-10, with over a third (35%) scoring 1-4. 
 
 
The table below shows the average mean score (between 1-10) for each aspect.  
 
Aspect Mean Score 

Speed of service 5.8 

Helpfulness of staff 5.8 

 
 
 
 
 
 
 
 
 

Base: 3,112 

Base: 3,210 
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4.5 Most recent contact over the phone 
‘If your most recent contact was over the phone, how satisfied or dissatisfied 
were you with the following (on a scale 1-10 where 1 is exceptionally 
dissatisfied and 10 is exceptionally satisfied)?’ 

 
Chart 11d: 

 
 
Just under half (47%) of those whose most recent contact was over the phone 
scored ease of getting through 7-10, with over a third (34%) scoring 1-4. 
 
60% of those whose most recent contact was over the phone scored helpfulness of 
staff 7-10, with 23% scoring 1-4. 
 
60% of those whose most recent contact was over the phone scored competence of 
staff 7-10, with 23% scoring 1-4. 
 
 
The table below shows the average mean score (between 1-10) for each aspect.  
 
Aspect Mean Score 

Ease of getting through 5.8 

Helpfulness of staff 6.7 

Competence of staff 6.7 

 
 
 
 
 
 

Base: 4,777 

Base: 4,912 

Base: 5,032 
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4.6 Most recent contact via the website 
‘If your most recent contact was via the website, how satisfied or dissatisfied 
were you with the following (on a scale 1-10 where 1 is exceptionally 
dissatisfied and 10 is exceptionally satisfied)?’ 

 
Chart 11e: 

 
 
 
57% of those whose most recent contact was via the website scored ease of finding 
what you want 7-10, with 23% scoring 1-4. 
 
 
The table below shows the average mean score (between 1-10).  
 
Aspect Mean Score 

Ease of finding what you want 6.5 

 
 
 
 
 
 
 
 
 
 
 
 

Base: 3,754 
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4.7 Most recent contact via text/social media/web chat 
‘If your most recent contact was via text/social media/web chat, how satisfied 
or dissatisfied were you with the following (on a scale 1-10 where 1 is 
exceptionally dissatisfied and 10 is exceptionally satisfied)?’ 

 
Chart 11f: 

 

 
 
 
42% of those whose most recent contact was via text/social media/web chat scored 
speed of response 7-10, with a third (33%) scoring 1-4. 
 
43% of those whose most recent contact was via text/social media/web chat scored 
helpfulness of response 7-10, with a third (33%) scoring 1-4. 
 
 
The table below shows the average mean score (between 1-10) for each aspect.  
 
Aspect Mean Score 

Speed of response 5.7 

Helpfulness of response 5.7 

 
 
 
 
 
 
 
 

Base: 692 

Base: 757 
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4.8 Effort 
 
‘How much effort did you have to make to complete your enquiry or request on 
this occasion, where 1 is a lot of effort and 10 is very little effort?’ Base: 7,638 
 
Chart 12: 

 
 
 29% of respondents outlined they had to make very little effort to complete their 

enquiry or request scoring a 9 or 10. 
 

 28% of respondents scored a 1-4 with regards effort to complete enquiry or 
request, with 12% of these scoring a 1 (a lot of effort). 

 
The table below shows the average mean score (between 1-10).  
 
Aspect Mean Score 

Effort 6.3 

 
4.9 Right first time 

 

 72% of respondents outlined that everything was right first time with regards their 
most recent contact with the Council, 28% outlined it was not. (Base: 7,621). 

o Of those who outlined it was not right first time 83% outlined they 
needed to make up a follow up call as a result of this, 17% did not. 
(Base: 2,096) 

 
Differences: 
 
Health problem or disability 

 Significantly more of those residents with no health problem or disability 
outlined that everything was not right first time (74%) compared with those 
limited a little (68%) and those limited a lot (69%). 

 
4.10 Problems 

 

 11% of respondents outlined that they had a problem or bad experience with the 
council in the past 3 months, 89% had not. (Base: 10,480). 

o Of those who outlined they did have a problem or bad experience 70% 
outlined they did tell someone at the Council, 30% did not. (Base: 
1,143). 

 
 

 For those who did tell someone at the council, please give a score out of 10 to 
indicate how satisfied or dissatisfied you were with the way your problem 
or complaint was handled, where 1 is exceptionally dissatisfied and 10 is 
exceptionally satisfied. 
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Chart 13: 

 
 
 49% scored a 1-2 on how satisfied they were with the outcome of the complaint, 

only 16% scored 9-10. 
 

 42% scored a 1-2 on how satisfied they were with the handling of the complaint, 
only 14% scored 9-10. 

 

 39% scored a 1-2 on how satisfied they were with staff understanding the issue, 
only 18% scored 9-10. 
 

 45% scored a 1-2 on how satisfied they were with staff doing what they say they 
will do, only 16% scored 9-10. 
 

 Just over a third (35%) scored a 1-2 on how satisfied they were with the attitude 
of staff, just over a fifth (21%) scored 9-10. 

 

 Over half (54%) scored a 1-2 on how satisfied they were with speed of resolving 
complaint, only 14% scored 9-10. 

 
 
The table below shows the average mean score (between 1-10) for each aspect.  
 
Aspect Mean Score 

Outcome of complaint 4.0 

Handling of complaint 4.0 

Staff understanding the issue 4.5 

Staff doing what they say they will do 4.1 

The attitude of staff 4.9 

Speed of resolving your complaint 3.6 

 
 

Base: 667 

Base: 698 

Base: 704 

Base: 655 

Base: 686 

Base: 665 



 

70 

 

Section 5.0: Community Safety 
 
5.1 Anti-social behaviour and 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 
9,483 
 
43% agreed that the Council and the police are dealing with ASB and crime issues 
that matter in the local area with a confidence interval of +/-1.0% at the 95% level, 
30% disagreed. 
 
Chart 14a: 
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Differences: 
 
Community Network Area 

 The proportion of residents agreeing varied across Community Network Areas, 
ranging from 35% in Bodmin and St Austell & Mevagissey to 51% in Falmouth & 
Penryn. 

 
Chart 14b: Percentage agree council and police are dealing with anti-social behaviour and crime issues that 
matter in your local area 

 
 

 The percentage of residents in Cornwall Gateway (48%), Falmouth & Penryn 
(51%), Newquay & St Columb (49%), Truro & Roseland (49%) and Wadebridge 
& Padstow (49%) agreeing was significantly higher than residents in Bodmin 
(35%), Camborne & Redruth (37%), China Clay (36%) and St Austell & 
Mevagissey (35%). 
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Chart 14c: Percentage disagree council and police are dealing with anti-social behaviour and crime issues 
that matter in your local area 

 
 The percentage of residents in St Austell & Mevagissey disagreeing (46%) was 

significantly higher than all other CNAs (with the exception of Bodmin (39%). 

 
Age 

 
Chart 14d: Percentage agree/disagree council and police are dealing with anti-social behaviour and crime 
issues that matter in your local area by Age 
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 Those residents aged 65+yrs were significantly more likely to agree the Council 
and the police are dealing with anti-social behaviour and crime issues that matter 
in their local areas (48%) compared with those aged 16-34yrs (43%) and 35-
64yrs (40%). 
 

 Those residents aged: 16-34yrs (31%) and 35-64yrs (33%) were significantly 
more likely to disagree that the Council and the police are dealing with anti-social 
behaviour and crime issues that matter in their local areas compared with 65+yrs 
(24%). 

 
Gender 

 Female residents were significantly more likely to agree (45%) compared with 
Males (40%). 
 

 Male residents were significantly more likely to disagree (33%) compared with 
Females (27%). 

 
Trend analysis 2016-2017 

 The proportion of residents agreeing that the Council and the police are dealing 
with the anti-social behaviour and crime issues that matter in their local area has 
decreased by 6% from 49% (2016) to 43% (2017). 

 
Chart 14e: 
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 ‘Do you agree or disagree that the Council, the police and other local public 
services seek people’s views about anti-social behaviour and crime issues that 
matter in your local area?’ Base 9,249 
 
27% agreed that the Council, Police and other local public services do seek people’s 
views about anti-social behaviour and crime issues that matter in their local area with 
a confidence interval of +/-0.9% at the 95% level, 41% disagreed. 
 
Chart 15a: 

 

 

 
 
Differences: 
 
Community Network Area 

 The proportion of residents agreeing that the Council, the police and other local 
public services are seeking people’s views about anti-social behaviour and crime 
issues ranged from 22% in Camelford, China Clay and St Austell & Mevagissey 
to 35% in Newquay & St Columb. 
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Chart 15b: Percentage agree council, police and other local public services seek people’s views about anti-
social behaviour and crime issues that matter in their local area 

 
 The proportion of residents disagreeing that the Council, the police and other 

local public services are seeking people’s views about anti-social behaviour and 
crime issues ranged from 33% in Newquay & St Columb to 52% in St Austell & 
Mevagissey. 

 
Chart 15c: Percentage disagree council, police and other local public services seek people’s views about 
anti-social behaviour and crime issues that matter in their local area 
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Age 

 Those residents aged 16-34yrs (28%) and 65+yrs (29%) were significantly more 
likely to agree compared with those aged 35-64yrs (24%). 
 

 Those residents aged: 35-64yrs (44%) were significantly more likely to disagree 
compared with 16-34yrs (39%) and 65+yrs (39%). 
 

 
Chart 15d:  

 
 
Gender 

 Female residents were significantly more likely to agree (28%) compared with 
Males (25%). 
 

 Male residents were significantly more likely to disagree (43%) compared with 
Females (40%). 

 
Health problem or disability 

 Those residents who were limited a lot were significantly more likely to agree 
(30%) compared with those residents limited a little (25%). 

 
Main Language 

 Those residents who outlined English or Cornish was not their main language 
were significantly more likely to agree (56%) compared with those residents 
whose main language is English (26%) or Cornish (34%). 

 
Ethnic origin 

 Those residents who identified themselves as White-Any other white background 
were significantly more likely to agree (43%) compared with those residents 
who identified themselves as White-English (27%), White-Cornish (26%), White-
Scottish (20%) and White-Other British (21%). 
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5.2 Safe v Unsafe in local area 
 
‘How safe or unsafe do you feel when outside in your local area?’ 

 
Chart 16a: 

 

 
 

 86% outlined they felt safe outside in their local area during the day with a 
confidence interval of +/-0.6% at the 95% level, 5% felt unsafe. 
 

 64% outlined they felt safe outside in their local area after dark with a confidence 
interval of +/-0.9% at the 95% level, 20% felt unsafe. 
 

Differences: 
 
Community Network Area 

 The proportion of residents who felt safe outside in their local area during the day 
ranged from 71% in St Austell & Mevagissey to 94% in Falmouth & Penryn. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Base: 10,077 

Base: 10,954 
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Chart 16b: Feel safe outside in your local area during the day 

 
 The proportion of residents who felt safe outside in their local area after dark 

ranged from 40% in St Austell & Mevagissey to 80% in Wadebridge & Padstow. 
 
 
Chart 16c: Feel safe outside in your local area after dark 
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Age 

 Those residents aged 16-17yrs (14%) felt significantly more unsafe in their local 
area during the day compared with all other age groups. 

 Those residents aged 16-34yrs (22%) felt significantly more unsafe in their local 
area after dark compared with those aged 35-64yrs (19%) and 65+yrs (19%). 
 

Gender 

 Female residents felt significantly more unsafe after dark (24%) compared with 
Males (15%). 
 

 Male residents felt significantly more safe after dark (68%) compared with 
Females (60%). 

 
Health problem or disability 

 Those residents who were limited a lot felt significantly more unsafe outside in 
their local area during the day (11%) and after dark (32%) compared with those 
residents limited a little (5% and 23% respectively) and those with no health 
problem or disability (4% and 17% respectively). 

 Those residents who were limited a little felt significantly more unsafe outside in 
their local area after dark (23%) compared with those residents with no health 
problem or disability (17%). 

 Those residents with no health problem or disability felt significantly more safe 
outside in their local area during the day (89%) and after dark (68%) compared 
with those limited a little (84% and 57% respectively) and those limited a lot (77% 
and 48%) respectively. 
 
 

Trend analysis 2007-2017 
 
Chart 16d: Percentage feeling safe in their local area during the day and after dark 
 

 

 The proportion of residents feeling safe outside in their local area during the day 
has decreased significantly by 7% from 93% in 2009 to 86% 2017. 
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 The proportion of residents feeling safe outside in their local area after dark has 
decreased by 2% from 66% in 2009 to 64% 2017. 

 
National comparisons 

 The achieved figure of 86% feeling very or fairly safe during the day is below the 
*LG inform national figure 2017 of 94% (*LG inform figure based on postal/online 
surveys 2015/16 data provided by Cornwall Council). 

 

 The achieved figure of 64% feeling very or fairly safe after dark is below the *LG 
inform national figure 2017 of 78% (*LG inform figure based on postal/online 
surveys 2015/16 data provided by Cornwall Council). 

 

5.3 Online crime 
 

‘How worried are you about being a victim of online crime?’ Base 10,010 
 
29. How worried are you 
about being a victim of online 
crime? Total 

Very worried 11% 

Fairly worried 35% 

Not very worried 39% 

Not at all worried 15% 

 

 Nearly half of respondents (46%) outlined they were very or fairly worried about 
being a victim of online crime. 

 
Differences: 
 
Age 

 Significantly greater proportion of 35-64yrs (48%) and 65+yrs (50%) very or fairly 
worried about being a victim of online crime compared with 16-34yrs (36%). 

 Those aged 25-34yrs significantly less worried (68% not very worried or not at all 
worried) compared with all other age groups. 
 

Health problem or disability 

 Those residents who were limited a lot (53%) and limited a little (50%) 
significantly more worried about being a victim of online crime compared with 
those with no health problem or disability (44%). 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

81 

 

5.4 Problems in local area 
 
‘Thinking about your local area, how much of a problem do you think each of 
the following are?’ 

 
Chart 17a: 

 

 
 

 30% of residents felt domestic violence or abuse was a very or fairly big problem 
in their local area, the remaining 70% did not feel it was a very big problem/not a 
problem at all. 
 

 39% of residents felt street drinking or drunken behaviour was a very or fairly big 
problem in their local area, the remaining 61% did not feel it was a very big 
problem/not a problem at all. 

 

 45% of residents felt people using or dealing drugs was a very or fairly big 
problem in their local area, the remaining 55% did not feel it was a very big 
problem/not a problem at all. 

 

 31% of residents felt begging, vagrancy or homeless people on the streets was a 
very or fairly big problem in their local area, the remaining 69% did not feel it was 
a very big problem/not a problem at all. 

 

 20% of residents felt people being intimidated, verbally abused or harassed was 
a very or fairly big problem in their local area, the remaining 80% did not feel it 
was a very big problem/not a problem at all. 
 

 5% of residents felt prostitution and/or people committing sexual acts in public 
was a very or fairly big problem in their local area, the remaining 95% did not feel 
it was a very big problem/not a problem at all. 

Base: 6,508 

Base: 9,833 

Base: 8,725 

Base: 9,869 

Base: 8,929 

Base: 8,191 

Base: 9,080 

Base: 9,524 

Base: 9,866 

Base: 10,522 

Base: 10,046 

Base: 9,454 
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 31% of residents felt thefts were a very or fairly big problem in their local area, 
the remaining 69% did not feel it was a very big problem/not a problem at all. 
 

 34% of residents felt vandalism, criminal damage or graffiti was a very or fairly 
big problem in their local area, the remaining 66% did not feel it was a very big 
problem/not a problem at all. 
 

 21% of residents felt loud music or other noise was a very or fairly big problem in 
their local area, the remaining 79% did not feel it was a very big problem/not a 
problem at all. 
 

 58% of residents felt environmental nuisance was a very or fairly big problem in 
their local area, the remaining 42% did not feel it was a very big problem/not a 
problem at all. 
 

 36% of residents felt vehicle related nuisance was a very or fairly big problem in 
their local area, the remaining 64% did not feel it was a very big problem/not a 
problem at all. 
 

 12% of residents felt out of control dogs or dangerous dogs was a very or fairly 
big problem in their local area, the remaining 88% did not feel it was a very big 
problem/not a problem at all. 
 

Differences: 
 
Age  

 Those residents aged 16-34yrs and 35-64yrs identified the following aspects as 
significantly more of a problem compared with 65+yrs: 

 
Aspect 16-34yrs 35-64yrs 65+yrs 

Domestic violence or abuse, either between couples or 
within a family relationship 

33% 32% 21% 

Street drinking or drunken behaviour in public places 43%* 39% 35% 

Begging, vagrancy or homeless people on the streets 35%* 31% 27% 

People being intimidated, verbally abused or harassed 
(including on the grounds of race, religion, disability or 
sexual orientation)  

26%* 19% 15% 

Loud music or other noise (from pubs, shouting, loud 
parties or noisy neighbours) 

24% 22% 17% 

Environmental nuisance (litter, rubbish, fly-tipping, dog 
fouling) 

60% 58% 54% 

Vehicle related nuisance (abandoned cars, illegal 
parking, ‘boy racers;) 

39% 37% 33% 

*Significantly higher than the 35-64yrs as well. 

 

 47% of 16-34yrs identified people using or dealing drugs (or evidence such as 
discarded needles) as a very or fairly big problem which was significantly higher 
than 65+yrs (42%). 

 

 34% of 16-34yrs identified thefts (from individuals, car, houses or shops) as a 
very or fairly big problem which was significantly higher than 35-64yrs (31%) 
and 65+yrs (29%). 
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 37% of 16-34yrs identified vehicle related nuisance (abandoned cars, illegal 
parking, ‘boy racers’) as a very or fairly big problem which was significantly 
higher than 35-64yrs (33%) and 65+yrs (31%). 

 
Gender 

 Females identified the following aspects as significantly more of a problem 
compared with Males: 

 
Aspect Female Male 

Domestic violence or abuse, either between couples or 
within a family relationship 

34% 25% 

Street drinking or drunken behaviour in public places 40% 37% 

Thefts (from individuals, cars, houses or shops) 33% 28% 

Loud music or other noise (from pubs, shouting, loud 
parties or noisy neighbours) 

23% 19% 

 
 38% of males identified vehicle related nuisance (abandoned cars, illegal parking, 

‘boy racers’) as a very or fairly big problem which was significantly higher than 
females (35%). 

 
Health problem or disability 

 With the exceptions of ‘domestic violence or abuse, either between couples or 
within a family relationship’ and ‘environmental nuisance’ the proportion of those 
residents identifying the listed aspects to be a very or fairly big problem was 
significantly higher amongst those limited a lot compared with those limited a 
little or with no health problem or disability. 
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Section 6.0: Respect and Consideration 
 
6.1 People from different backgrounds 
 
‘To what extent do you agree or disagree that your local area is a place where 
people from different backgrounds get on well together?’ Base 9,870 
 
61% agreed that their local area is a place where people from different backgrounds 
get on well together with a confidence interval of +/-1.0% at the 95% level, 9% 
disagreed. 
 
Chart 18a: 

 
 
Differences: 
 
Community Network Area 

 The proportion of residents who agreed that their local area is a place where 
people from different backgrounds get on well together ranged from 48% in 
Bodmin to 70% in St Agnes & Perranporth. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

85 

 

Chart 18b: Agree local area is a place where people from different backgrounds get on well together 

 
 
Age 

 Those residents aged 65+yrs were significantly more likely to agree their local 
area is a place where people from different backgrounds get on well together 
(67%) compared with those aged 16-34yrs (59%) and 35-64yrs (59%). 
 

Chart 18c: 
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Health problem or disability 

 Those residents with no health problem or disability were significantly more 
likely to agree their local area is a place where people from different backgrounds 
get on well together (62%) compared with those limited a lot (57%). 

 
Sexual orientation 

 Those residents who consider their sexual orientation as a gay man were 
significantly more likely to disagree (17%) compared with those who consider 
their sexual orientation as heterosexual/straight (9%). 

 
Main language  

 Those residents who identified English as their main language were significantly 
more likely to agree (61%) compared with those who identified Cornish as their 
main language (48%). 

 
Ethnic origin 

 Those residents who identified themselves as White-English were significantly 
more likely to agree (64%) compared with those who identified themselves as 
White-Cornish (56%). 

 Those residents who identified themselves as any White-Any other white 
background were significantly more likely to disagree (16%) compared with 
those who identified themselves as White-Cornish (8%). 

 
Comparison 2009 V 2017 
In 2009 over three quarters (79%) of respondents agreed that their local area was a 
place where people from different backgrounds get on well together. The responses 
from the 2017 residents’ survey show that this has reduced to 61% 
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6.2 Respect 
 
‘In your local area, how much of a problem do you think there is with people 
not treating each other with respect?’ Base 10,146 
 
16% outlined that people not treating each other with respect was a very or fairly 
big problem in their local area, 55% outlined it was not a very big problem and the 
remaining 30% outlined it was not a problem at all. 
 
Chart 19a: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

88 

 

Differences: 
 
Community Network Area 

 The proportion of residents who thought people not treating each other with 
respect and consideration was a very or fairly big problem in their local area 
ranged from 9% in Wadebridge & Padstow, Camelford, Bude and St Agnes & 
Perranporth to 30% in Bodmin. 

 
Chart 19b: People not treating each other with respect and consideration very/fairly big problem 

 
Age 

 Those residents aged 16-34yrs (19%) and 35-64yrs (17%) were significantly 
more likely to identify people not treating each other with respect and 
consideration as a very or fairly big problem compared with those aged 65+yrs 
(10%). 

 
Health problem or disability 

 Those residents limited a lot were significantly more likely to identify people not 
treating each other with respect and consideration as a very or fairly big problem 
(21%) compared with those limited a little (15%) and those with no health 
problem or disability (15%). 

 
Sexual orientation 

 Those residents who consider their sexual orientation as a gay man were 
significantly more likely to identify people not treating each other with respect 
and consideration as a very or fairly big problem (29%) compared with those who 
consider their sexual orientation as heterosexual/straight (15%). 

 
Main language  

 Those residents who identified Cornish or another language (i.e. not English or 
Cornish) as their main language were significantly more likely to outline this as 
a very or fairly big problem (24% and 28% respectively) compared with those 
who identified English as their main language (15%). 
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Ethnic origin 

 Those residents who identified themselves as White-Cornish were significantly 
more likely to outline this as a very or fairly big problem (18%) compared with 
those who identified themselves as White-English (14%). 

 
Comparison 2009 V 2017 
In 2009 a quarter (25%) of respondents agreed that people not treating each other 
with respect and consideration was a very or fairly big problem their local area. The 
responses from the 2017 residents’ survey show that this has reduced to 16%. 

 
6.3 Discrimination 
 
‘Have you experienced, witnessed or heard about any form of discrimination in 
the last 12 months because of the following reasons?’ 
 

  Base Yes No 

Age 9643 10% 90% 

Sex/gender 9639 10% 90% 

Religion/belief or none 9571 10% 90% 

Sexual orientation 9542 9% 91% 

Race/ethnicity 9615 15% 85% 

Disability 9666 11% 89% 

Marriage/civil partnership 9427 3% 97% 

Maternity and paternity 9434 3% 97% 

Gender reassignment 9197 4% 96% 

 

 15% outlined that they had experienced, witnessed or heard about discrimination 
against race/ethnicity over the past 12 months. 

 11% outlined that they had experienced, witnessed or heard about discrimination 
against disability over the past 12 months. 

 10% outlined that they had experienced, witnessed or heard about discrimination 
against age, sex/gender or religion/belief/none over the past 12 months. 

 9% outlined that they had experienced, witnessed or heard about discrimination 
against sexual orientation over the past 12 months. 

 4% outlined that they had experienced, witnessed or heard about discrimination 
against gender reassignment over the past 12 months. 

 3% outlined that they had experienced, witnessed or heard about discrimination 
against marriage/civil partnership or maternity/paternity over the past 12 
months. 
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Trend analysis 2007-2017 
More significant increases in those residents who had experienced, witnessed or 
heard about the following forms of discrimination compared with 10 years ago: 
gender (+5.9%); religion/belief (+7.6%); sexual orientation (+6.3%), race/ethnicity 
(+9.9%) and disability (+3.4%). 
 

  2007 2017 

Age 11.9% 10.2% 

Gender 3.8% 9.7% 

Religion or belief 2.4% 10.0% 

Sexual orientation 3.0% 9.3% 

Race/Ethnicity 4.7% 14.6% 

Disability 7.5% 10.9% 

*Marriage/civil partnership, maternity and paternity and gender reassignment were 
not included in the 2007 survey. 
 

6.4 Cornish Language 
 
‘Are you aware of the Cornish language?’ Base 11,054 
 
91% outlined they know the Cornish language exists, a further 6% outlined they have 
a detailed knowledge about it. Only 2% outlined they were unaware of the Cornish 
language (the remaining 1% were not sure).  
 
Chart 20: 

 

 
 
Comparison 2007 V 2017 
In 2007 6% had a detailed knowledge of the Cornish language and a further 90% 
knew it existed, so no real difference in comparison to 2017. 
 



 

91 

 

‘To what extent do you support moves towards greater opportunities for the 
use of the Cornish language in social and public life in Cornwall?’ Base 11,030 
 
Just over a third (35%) were strongly in favour or in favour of greater opportunities for 
the use of the Cornish language, 19% were against or strongly against.  
 
 
Chart 21a: 

 
 
 
Differences: 
 
Community Network Area 

 The proportion of residents who were strongly in favour or in favour of greater 
opportunities for the use of the Cornish language ranged from 28% in 
Wadebridge & Padstow, to 44% in China Clay. 
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Chart 21b: Strongly in favour/In favour of greater opportunities for the use of the Cornish language in social 
and public life in Cornwall 

 
 

 The proportion of residents strongly against or against greater opportunities for 
the use of the Cornish language ranged from 13% in China Clay to just under a 
quarter (24%) in Wadebridge & Padstow and Truro & Roseland. 

 
 
Chart 21c: Strongly against/Against greater opportunities for the use of the Cornish language in social and 
public like in Cornwall 
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Age 

 Those residents aged 16-34yrs (40%) and 35-64yrs (36%) were significantly 
more in favour/strongly in favour compared with those aged 65+yrs (27%). 

 
Gender 

 Female residents were significantly more in favour/strongly in favour (36%) 
compared with Males (33%). 
 

 Male residents were significantly more against/strongly against (23%) compared 
with Females (15%). 

 
Main language  

 Those residents who identified Cornish as their main language were 
significantly more in favour/strongly in favour (64%) compared with those who 
identified English (34%) or another language (32%) as their main language 
 

Ethnic origin 

 Those residents who identified themselves as White-Cornish were significantly 
more in favour/strongly in favour (51%) compared with those who identified 
themselves as not ‘White/Mixed/Asian/Black/Other Cornish’ (27%). 

 
Aware of the Cornish language 

 77% of those with a detailed knowledge of the Cornish language were in 
favour/strongly in favour of extending opportunities for use which was  
significantly higher than those who knew it existed (32%), those who did not 
know it existed (15%) and those who were not sure (22%). 

 
Comparison 2007 V 2017 
In 2007 31% were in favour/strongly in favour of greater opportunities for the use of 
the Cornish language in social and public life, with 20% against or strongly against. 
This compares to 35% in favour/strongly in favour and 19% against/strongly against 
in 2017. 

 
 
 
 
 
 
 
 
 
 
 
 
 



 

94 

 

Section 7.0: Health 
 
‘How is your health in general?’ Base 11,043 
 
70% outlined their health was very good or good, 8% outlined it was bad or very bad.  
 
The proportion of residents aged 16-34yrs (74%) and 35-64yrs (75%) outlining their 
health was either very good or good was significantly higher than those 65+yrs 
(58%). 
 
 
‘How confident are you that you can manage your own health?’ Base 11,047 
 
52% outlined they were very confident in managing their health, a further 40% 
outlined they were somewhat confident. 
 
6% outlined they were not too confident and 1% outlined they were not at all 
confident in managing their own health.  
 
The proportion of residents outlining they were very confident in managing their own 
health was significantly higher in those aged 16-34yrs (57%) and 35-64yrs (56%) 
compared with those 65+yrs (43%), (dropping to 26% for those who were 85+yrs). 
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Section 8.0: Social situation 
 
‘Thinking about how much contact you’ve had with people you like, which of 
the following statements best describes your social situation?’ Base 11,032 
 
Chart 22: 

 
 

 58% outlined they have as much social contact as they want with people they 
like, 30% outlined they have adequate contact with people. 
 

 9% outlined they have some social contact but not enough and 3% outlined they 
have little social interaction and feel socially isolated.  

 
Health problem or disability 

 Those residents limited a lot were significantly more likely to feel socially 
isolated (13%) compared with those limited a little (3%) and those with no health 
problem or disability (1%). 

 
Sexual orientation 

 Those residents who consider their sexual orientation as bisexual were 
significantly more likely to feel socially isolated (15%) compared with those who 
consider their sexual orientation as heterosexual/straight (3%). 

 
Main language  

 Those residents who identified another language (i.e. not English or Cornish) as 
their main language were significantly more likely to feel socially isolated (11%) 
compared with those who identified English (3%) or Cornish (3%) as their main 
language. 
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Section 9.0: Mental Well-being 
 
‘Below are some statements about feelings and thoughts. Please tick the box 
that best describes your experience of each of the last 2 weeks?’ 
 
Chart 23: 

 

 
 

 Just under half (49%) outlined they have been feeling optimistic about the 
future all of the time or often, 36% some of the time, 12% rarely and 3% none of 
the time. 
 

 61% outlined they have been feeling useful all of the time or often, 29% some of 
the time, 7% rarely and 3% none of the time. 
 

 Just over half (52%) outlined they have been feeling relaxed all of the time or 
often, 35% some of the time, 11% rarely and 2% none of the time. 
 

 65% outlined they have been dealing with problems well all of the time or often, 
29% some of the time, 4% rarely and 2% none of the time. 
 

 75% outlined they have been thinking clearly all of the time or often, 21% some 
of the time, 3% rarely and 1% none of the time. 
 

 65% outlined they have been feeling close to other people all of the time or 
often, 26% some of the time, 8% rarely and 2% none of the time. 
 

 86% outlined they have been able to make up their own mind about things all 
of the time or often, 12% some of the time, 2% rarely and 1% none of the time. 

 
 

Base: 10,813 

Base: 10,607 

Base: 10,625 

Base: 10,688 

Base: 10,599 

Base: 10,585 

Base: 10,688 
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The responses given to these 7 statements about feelings and thoughts can be 
combined for each respondent using the Short Warwick-Edinburgh Mental Well-being 
Scale. 
 
An individual’s response to each statement is scored as shown below which enables 
an overall score of 7-35 to be achieved: 
 

 
 
The average/mean mental well-being score for those who responded to all seven 
statements was 26.6 (Base: 10,152). 
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Section 10.0: Quality of life 
 
‘All things considered how satisfied are you with your quality of life as a whole 
nowadays, where 1 is exceptionally dissatisfied and 10 is exceptionally 
satisfied?’ Base 10,978 
 
A third of respondents (33%) scored a 9 or 10 with regards satisfaction with their 
quality of life as a whole nowadays, 42% scored a 7 or 8, 10% scored 4 or less. 
 
The table below shows the average mean score (between 1-10)  
 
Aspect Mean Score 

Quality of life as a whole nowadays 7.4 

 
‘Compared to 12 months ago, would you say your quality of life has…?’ Base 
10,982 
 
Just over a fifth (21%) outlined their quality of life has increased over the past 12 
months, just under a quarter (24%) outlined it had decreased. 
 
Chart 24: 

 
Differences: 
 
Age 

 The proportion of those residents aged 75-84yrs (34%) and those 85+yrs (49%) 
outlining their quality of life has decreased compared with 12 months ago is 
significantly higher than all the younger age groups.  

 
Health problem or disability 

 Those residents limited a lot were significantly more likely to say their quality of 
life has decreased compared to 12 months ago (59%) compared with those 
limited a little (34%) and those with no health problem or disability (14%). 

 
Sexual orientation 
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 Those residents who consider their sexual orientation as a gay man were 
significantly more likely to say their quality of life has increased compared to 12 
months ago (37%) compared with those who consider their sexual orientation as 
heterosexual/straight (21%). 

 
Ethnic origin 

 Those residents who identified themselves as White-English were significantly 
more likely to say their quality of life has increased compared to 12 months ago 
(22%) compared with those who identified themselves as White-Cornish (17%). 
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Section 11.0: Support 
 
‘Do you look after, or give any help or support to family members, friends, 
neighbours or others because of either: long-term physical or mental ill-
health/disability or problems related to old age?’ Base 10,829 
 
Just over a quarter (26%) outlined they provide 1-19 hours a week to support family 
members, friends, neighbours or others because of long-term physical or mental ill-
health/disability or problems related to old age, 9% outlined they provide 20 hrs or 
more a week. 
 
Chart 25: 

 
Trend analysis 2007-2017 
In 2007, approximately 15% of respondents were providing help or support to 
someone due to either a long term physical or mental health condition or old age. 
The results of the 2017 survey show that 34.5% of respondents now provide help 
and support to someone due to either a long term physical or mental health condition 
or old age. 
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Section 12.0: Your home 
 
‘Overall, how satisfied are you with the state of repair of your home?’ Base 
11,007 
 
84% were satisfied with the state of repair of their home with a confidence interval of 
+/-0.7% at the 95% level, 8% were dissatisfied. 
 
Chart 26a: 

 
 
Differences: 
 
Age 

 Those residents aged 65+yrs were significantly more satisfied with the state of 
repair of their home (90%) compared with 16-34yrs (82%) and 35-64yrs (82%).  

 
Gender 

 Male residents were significantly more satisfied with the state of repair of their 
home (87%) compared with Females (83%). 

 
Health problem or disability 

 Those residents with no health problem or disability were significantly more 
satisfied with the state of repair of their home (85%) compared with those limited 
a lot (80%). 
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Home ownership 
 
Chart 26b: State of repair by home ownership 

 
*Note the 118 records with no response to Q46 (home ownership) is not included in the chart above 

 

 76% of those who rent their home from the Council are satisfied with the state of 
repair compared with 84% overall. 

 
Comparison 2007 V 2017 
In 2007, just 7% of respondents were dissatisfied with the state of their home which 
remains relatively unchanged in 2017 (8%). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Base: 11,007 

Base: 5,349 

Base: 2,764 

Base: 603 

Base: 567 

Base: 1,423 

Base: 120 

Base: 6 

Base: 20 

Base: 37 
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‘Do you think the quality of your home has a negative impact upon your 
health?’ Base 10,913 
 
12% outlined that the quality of their home is having a very or fairly negative 
impact on their health, 18% not a very big impact, two thirds (67%) no impact at 
all, the remaining 4% did not know. 
 
Chart 26c: 

 
 

 

Differences 
 
Health problem or disability 

 Those residents limited a lot (21%) or a little (13%) were significantly more likely 
to say the quality of their home has a very or fairly negative impact upon their 
health compared with those with no limited health problem or disability (9%). 
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Home ownership 

 
 
Chart 26d: Quality of home has negative impact upon health by home ownership 

 
 

 22% of those who rent their home from the Council felt the quality of their home 
has a negative impact upon their health compared with 12% overall. 

 
Comparison 2007 V 2017 
In 2007, 13% of respondents felt their home had a negative impact on their life. In 
2017 12% of respondents felt their home had a negative impact on their life. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Base: 10,913 

Base: 5,310 

Base: 2,733 

Base: 599 

Base: 562 

Base: 1,410 

Base: 118 

Base: 6 

Base: 19 

Base: 37 
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‘If you pay a mortgage or rent on your property, how much of a problem is it to 
find the money for (re) payments each week/month?’ Base: 5,132  
 
16% outlined that it was a very big or fairly big problem to find the money to pay 
mortgage/rent payments each week/month, 29% outlined it was a minor problem 
and the remaining 55% outlined it was not a problem at all. 
 
Chart 27: 

 
 
 
Differences: 
 
Community Network Area 

 25% of those residents living in Liskeard & Looe identified finding money to pay 
mortgage/rent payments each week/month a very/fairly big problem which was 
significantly more than those living in Cornwall Gateway (9%) and Falmouth & 
Penryn (12%).  

 
Age 

 17% of those residents aged 35-64yrs identified finding money to pay 
mortgage/rent payments each week/month a very/fairly big problem which was 
significantly more than those 16-34yrs (14%).  

 
Health problem or disability 

 26% of those residents limited a lot and 21% limited a little identified finding 
money to pay mortgage/rent payments each week/month a very/fairly big 
problem which was significantly more than those with no limited health problem 
or disability (14%). 
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‘How much of a problem is it to find the money to pay utility bills i.e. electricity, 
gas, water etc?’ Base: 10,232  
 
15% outlined that it was a very big or fairly big problem to find the money to pay 
utility bills, 30% outlined it was a minor problem and the remaining 55% outlined it 
was not a problem at all. 
 
Chart 28: 

 
 
 
Differences: 
 
Community Network Area 

 20% of those residents living in China Clay and 19% of those in West Penwith 
identified finding money to pay utility bills a very/fairly big problem which was 
significantly more than those living in Cornwall Gateway (11%) and Falmouth & 
Penryn (12%).  

 
Age 

 16% of those residents aged 16-34yrs and 17% of those aged 35-64yrs identified 
finding money to pay utility bills a very/fairly big problem which was significantly 
more than those 65+yrs (11%).  

 
Gender 

 17% of females identified finding money to pay utility bills a very/fairly big 
problem which was significantly more than males (14%).  

 
Health problem or disability 

 29% of those residents limited a lot identified finding money to pay utility bills a 
very/fairly big problem which was significantly more than those limited a little 
(17%) and those with no limited health problem or disability (12%). 
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‘Are you confident in managing your household budget?’ Base: 10,989  
 
93% are confident in managing their household budget, 4% are not, the remaining 
3% did not know. 
 
Differences: 
 
Age 

 6% of those residents aged 16-34yrs and 5% of those aged 35-64yrs outlined 
they were not confident in managing their household budget which was 
significantly more than those 65+yrs (2%).  

 
Health problem or disability 

 10% of those residents limited a lot outlined they were not confident in managing 
their household budget which was significantly more than those limited a little 
(5%) and those with no limited health problem or disability (3%). 

 
Comparison 2007 v 2017 
In 2007 93% were confident in managing their household budget, 6 were not, the 
remaining 1% did not know 
 
For those who are not confident in managing their household budget ‘Would it 
be helpful to you if…?’ Base: 478 - MULTI 
… more information, advice and guidance were available 
… more support were available 
 

 63% would find it helpful to them if more support were available.  

 45% would find it helpful to them if more information, advice and guidance were 
available. 
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Section 13.0: Helping out 
 

 Just over a fifth (22%) outlined they currently do voluntary, unpaid work in their 
community (not including any support they give to family members), 78% do not. 
(Base: 10,999). 

 
Differences: 
 
Age 

 22% of those residents aged 35-64yrs and 25% of those aged 65+yrs outlined 
they currently do voluntary/unpaid work in the community which was 
significantly higher than those aged 16-34yrs (17%).  

 
Health problem or disability 

 22% of those residents limited a little and 24% of those with no limited health 
problem or disability outlined they currently do voluntary/unpaid work in the 
community which was significantly higher than those limited a lot (13%). 

 
Comparison 2014-2016 
In 2014 22% outlined they currently do voluntary, unpaid work in their community, 
26% outlined this was the case in 2016 

 

 Just over a third (36%) outlined they would be willing to do voluntary work or 
more voluntary work in the future, 64% would not. (Base: 10,868). 
 

 42% outlined they would like to be more involved in local decision making, 58% 
would not. (Base: 10,785). 
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Section 14.0: Any other comments 
 
‘If you have any other comments about things mentioned in this survey, please 
write them here’ Base: 2,646 - CODED 
 
Most common issues highlighted by residents in any other comments are shown in 
the table below (not weighted): 
 

CODE # % 

Survey issues/ left out important aspects 291 11.0% 

Maintenance issues (e.g. drains) 265 10.0% 

Road / pavement / footpath improvements (e.g. potholes) 255 9.6% 

Litter issues 234 8.8% 

Council / Councillor issues 225 8.5% 

Traffic / congestion improvements (e.g. poor design) speed controls 198 7.5% 

Parking issues (e.g. inconsiderate parking, too many cars) 193 7.3% 

Recycling / waste improvements 193 7.3% 

Issues contacting or getting information from Council 169 6.4% 

Issues with neighbours / anti-social behaviour 153 5.8% 

Planning department improvements 148 5.6% 

High cost of living / Council Tax not value for money 130 4.9% 

NHS / Emergency services stretched 129 4.9% 

Services / facilities for elderly / vulnerable 128 4.8% 

Build Infrastructure to support increases in population  115 4.3% 
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Appendix 1: Cornwall Council Residents’ Survey 2017 
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