
 

   

Resident Survey Analysis and 

Strategy Development Support 

 

Research Headlines Report 

What does the Resident Survey data tell us 

about the Parish of Truro? 

 
September 2025 

pfa-research.com 

 



2 
 

Contents 

1 Background ..................................................................................................................................... 3 

2 Introduction .................................................................................................................................... 3 

2.1 Using this report .................................................................................................................... 4 

3 Key findings ..................................................................................................................................... 5 

3.1 Importance and Satisfaction .................................................................................................. 5 

3.1.1 Overall satisfaction with the Council ................................................................................ 5 

3.1.2 Verbatim feedback on areas of dissatisfaction ................................................................. 6 

3.1.3 Importance and Satisfaction with Specific Service Areas ................................................. 7 

3.2 Priorities for investment in the next three years .................................................................. 9 

3.3 Priorities for improvements .................................................................................................. 9 

3.4 Being kept informed by / Connected to the Council ........................................................... 10 

3.5 What the public say they would do differently ................................................................... 12 

3.5.1 Ideas ................................................................................................................................ 12 

3.5.2 Budget ............................................................................................................................. 14 

 

 

  



3 
 

1 Background 

Truro City Council has embarked on an ambitious programme to update its strategic direction 

following the election of a new Council in May 2025. This refreshed Business Plan or Strategy is 

intended to guide decision-making, budgeting and service prioritisation for the remainder of the 

Council’s term and must be informed by both evidence and community insight: 

• The socio-economic realities of the parish (as explored through the separately commissioned 

analysis);  

• The views, values and priorities of Truro’s residents;  

• And the voices of those who work in or visit the city regularly.  

PFA Research was commissioned By Truro City Council to undertake an independent survey of 

Truro’s residents, workers and visitors, to better understand how they feel about the services 

delivered by the Council, in order to inform how the Council’s budget should be prioritised in the 

2025 to 2029 period. 

Public trust, engagement and satisfaction are closely tied to how well residents feel heard and 

informed. This resident survey and public engagement process can therefore not only support the 

Council’s future strategy, but also serve as an important signal of the Council’s transparency, 

responsiveness and accountability.  

2 Introduction 

Fieldwork ran from 8th August to 2nd September 2025 inclusive, using a mixed methodology 

approach: 134 face to face to face interviews collected in Truro city centre, and 671 interviews 

conducted online.  All respondents either self-defined as living in Truro, working in Truro, or visiting 

it regularly: 

• 64% live in Truro, this includes a third of that subset who work in the City and a quarter of it 

who do not/ no longer work 

• 44% work in Truro 

• 77% use the city centre at least once a week 

Figure 2.1   

Distribution of where respondents live

 

56% of respondents were from the TR1 postcode, 75% in total from TR1 to TR4 in inclusive.  



4 
 

A robust sample of 751 responses were collected in total, giving a 95% confidence interval of 

approximately ± 3.6%. 

 

170 interviews were with households with children  (22 of these with single parent families) vs 534 

with households without children. 

Around one in five (22%) of respondents said they had a long-term illness, health problem or 

disability which limits their activities vs. 73% saying they did not, and 5% preferring not to say.  This 

is not dissimilar to National Statistics. 

30% of respondents (n=225) said they would be interested in being involved in future activities such 

as with focus groups or workshops to help shape the Council’s future plan. 

 

2.1 Using this report 

Throughout this report, the figures show the results as percentages and base numbers are shown 

where appropriate and available. The sample base sizes may occasionally vary, where respondents 

have omitted to answer a follow-on question that was not mandatory either through choice or in 

error. Unless explicitly described, the user should read data as ‘all answering’. 

General disclaimer 

While every care has been taken during the course of the research, PFA Research Ltd takes no 

responsibility for any incorrect information supplied to us. Most respondents complete the survey in 

good faith, answering honestly and to their best ability. Despite our best endeavour to ensure 

questions are easy to answer and asked without ambiguity, occasionally respondents will 

misinterpret what is required or wilfully not engage as required.  This is why it is important to have a 

robust sample size as we have here (751) giving a 95% confidence interval of approximately ± 3.6%.  

This means that where percentages differ by more than 3.6%, we can be 95% confident that this is a 

“real world finding” and not an impact of misinterpretation or idiosyncratic individuals. 

Otherwise, the contents of this report represents our interpretation and analysis of information 

provided voluntarily by respondents. 

Rounding  

Due to mathematical rounding, the values presented on some charts or tables may not total exactly 

100% (perhaps 99% or 101%).  Further, the values against answers to multiple-response questions 

(where a respondent is permitted to provide more than one answer) may total more than 100%. 

Artificial Intelligence (AI) 

Where qualitative data was collected: 

• A list of answer options followed by the catch-all “Other… (Please describe)” 

• “If dissatisfied, please tell us why…” 

• “Is there anything you feel the Council should do differently?  i.e. If you were on the City 

Council, what improvements would you prioritise and how would go about doing this?” 

…such data was collated and categorised by AI.  Interpretation was undertaken by PFA’s highly 

skilled research team. 
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3 Key findings 

The survey produced an extensive amount of data; too much to be reflected completely in this 

report. Truro City Council will be provided with a set of external data tabulations showing the data 

split by different criteria and PFA Research offer an ‘ever after’ open door should Truro City Council 

have further questions around the analysis in the future. 

The following are the headline findings. 

 

3.1 Importance and Satisfaction 

Note that this section: 

• “Important” means that a respondent picked a service area as one of the top 5 most 

important (to them) out of a list of 12. 

• “Satisfied” means that a respondent who described a service area as important said they 

were  ’Very satisfied’ or ‘Fairly satisfied’ with the way Truro Council delivers this service.   

o Those who did not see an area as important were not asked about satisfaction as 

they were either likely to say “Don’t know” or say they were dissatisfied, as they 

regarded the area as a relatively unimportant for the Council’s attention/budget; 

either answer would skew the results.  

• “High importance” and “High Satisfaction” are defined here as >50% of those answering 

expressing either importance or satisfaction with a specific area. 

 

3.1.1 Overall satisfaction with the Council 

• Although there is overall general satisfaction with the services provided by Truro City Council 

(51%) there is clearly a sizeable minority of dissatisfaction (16%); (33% described their 

satisfaction as ‘Neutral’ or said ‘Don’t know’). 

• This falls to 49% for people who work in Truro; though those who work but don’t live in Truro 

are likely to interact with services in a less ‘cross the board’ way. 

Figure 3.1   

Differences between % satisfied and % dissatisfied overall with the services provided by the 

Council  

Total Truro 

Residents 

Truro 

Visitors 

Truro 

Workers 

Not 

Truro 

workers 

Feel 

informed 

Don’t 

feel 

informed 

With 

children 

Have 

disability 

+35% +28% +47% +27% +42% +65% +11% +40% +27% 

 

• Figure 3.1 shows the differences between % satisfied (e.g. amongst all 751 respondents, this is 

51% as already stated) and % dissatisfied (16%), therefore shown here as +35%.  This is done as 

an indicator of how people view the Council: 

o People who visit and don’t live in Truro have the highest regard for what the Council is 

doing 

o As do those who feel informed about the Council – i.e. the better Truro Council is at 

engaging and explaining what they are doing, the more likely they are to take people 

with them. 
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3.1.2 Verbatim feedback on areas of dissatisfaction 

• 16% expressed dissatisfaction with the Council, and when asked to elaborate, 104 respondents 

chose to do so. 

• ‘Shops and town centre decline’ was the most common theme (by 32% of those answering, with 

references to shop closures, high rents, dominance of charity/chain shops, lack of independent 

businesses, empty high street, or lack of indoor shopping options. 

o “Shops closing down left, right and centre – nothing to shop for in town anymore.” 

o “Truro has become unsafe, the shopping is terrible. We have nothing but barbers and 

charity shops.” 

• A close second (mentioned by 31%) was perceptions of ‘General mismanagement / Poor 

leadership’, raising poor communication, slow improvements, unresponsive council leadership, 

or lack of vision or strategy. 

o “Truro City Council are very poor at everything.” 

o “Lack of clarity and direction in listening to people who actually matter!” 

• The third most common (by 29%) raised ‘Council spending and priorities’, expressing 

perceptions of wasteful spending, vanity projects, poor delivery on initiatives, or high council tax 

without corresponding service improvements. 

o “Poorly run, money wasted on vanity projects.” 

o “Our money is not well spent.” 

• Other themes raised spontaneously amongst those dissatisfied with the Council: 

o Safety & Anti-Social Behaviour (27%) - Feeling unsafe, street drinking and drug use, 

visible homelessness, lack of policing, youth misbehaviour. 

o Parking & Transport (25%) - Expensive parking, insufficient spaces, poor public 

transport, changes to parking systems discouraging visits, unfair overnight parking 

charges. 

o Events, Culture & Leisure (22%) - Lack of events and cultural activities, limited offerings 

for young people and families, minimal indoor entertainment or leisure options. 

o Waste & Cleanliness (21%) - Litter, graffiti, dirty streets, poorly maintained public 

spaces, bad smells, overgrown or neglected areas. 

o Homelessness & Social Issues (21%) - Visibility of homelessness, street drinking, drug 

use, insufficient support for vulnerable people, antisocial behaviour linked to social 

issues. 

o Housing & Development (16%) - Overdevelopment, poorly planned housing, 

infrastructure not keeping up with population growth, low-quality construction. 

o Council Communication & Engagement (14%) - Residents feel ignored, council plans 

unclear, limited engagement or consultation, transparency issues.  
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3.1.3 Importance and Satisfaction with Specific Service Areas 

The most important areas of Council activity across all respondents were: 

1st Parks, gardens and open spaces   (74%) 

2nd Community safety and CCTV    (52%) 

3rd Public Toilets      (51%) 

4th= Community facilities     (47%) 

4th= Attracting visitors and town vitality   (47%) 

6th Support for young people   (32%) 

 

6% of respondents raised “Other” service areas as important, not on the list of 12 service areas put 

them in the survey.  Most of these were about roads, traffic or transport, with over half of all ‘other’ 

responses being specifically about parking. 

Figure 3.2   

Importance (x axis) and Satisfaction (y axis) of specific service areas 

 

3.1.3.1 Areas of High Importance and High Satisfaction 

• Parks, gardens and open spaces were the service area most likely to be considered important – 

and also the area seeing highest satisfaction amongst those to whom this service mattered.  This 

is a good news story where something that matters to the public is being delivered to their 

satisfaction. 

o Those who live in Truro are more likely to say they are ‘Very satisfied’ with this service 

area than those who don’t (43% vs. 28%). 
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o Those who feel the Council keeps them well informed about service provision are more 

likely to say they are ‘Very satisfied’ with this service area than those who don’t (52% vs. 

27%). 

3.1.3.2 Areas of High Importance and Low Satisfaction 

• Community safety & CCTV, and Public toilets were the next most important service areas to the 

public, but with fewer than half of those to whom these services mattered expressing 

satisfaction.  These are service areas were there is an opportunity to improve satisfaction with 

services that matter to the public. 

o Those who work in Truro are more likely to say they are ‘Very satisfied’ with the public 

toilets than those who don’t (9% vs. 4%). 

o Those who feel the Council keeps them well informed about service provision are more 

likely to say they are ‘Very satisfied’ with the public toilets than those who don’t (9% vs. 

3%). 

o Those who feel the Council keeps them well informed about service provision are more 

likely to say they are ‘Very satisfied’ with community safety and CCTV than those who 

don’t (4% vs. <1%). 

3.1.3.3 Areas of Low Importance and High Satisfaction 

• The Library and Community facilities, buildings & heritage were both areas were more than half 

of those to whom these mattered expressed satisfaction, but less than half said they were 

important.  These are service areas delivering well for a niche – delivering well for those who 

care/need the service, but that these are not a majority of the public. 

3.1.3.4 Areas of Low Importance and Low Satisfaction 

• The remaining service areas were ones viewed as satisfactory by less than half of those who care 

about/need the service, but also viewed as important by less than half of the public.  In other 

words, an opportunity to improve satisfaction, but not a priority in the eyes of most.  

• Supporting young people was the service area with the lowest satisfaction: 16% amongst those 

to whom it is an important service (31% of all respondents).   

o 50% of households with children say it is important vs 26% of households without. 

o Household composition doesn’t impact satisfaction with this; what does is living in Truro 

(12% satisfied vs 21% amongst those who live elsewhere) and feeling kept informed 

(2 % satisfied vs  % amongst those who don’t feel they are kept informed). 

• Communication, news and information was the service area least likely to be regarded as 

important (by 14% of all respondents). 

 

  



9 
 

3.2 Priorities for investment in the next three years 

• Respondents were asked to pick one service which they thought should be the Council’s top 

priority for investment in the next 3 years.  This question requires a choice based on relative 

importance against the perceived need for spend and improvement. 

• The top choice (by 22% of all respondents) was ‘Attracting visitors and encouraging town 

vitality’. 

o This was significantly higher amongst those who work in Truro (28% vs 17% of those 

who do not work in Truro) whose livelihoods are more likely to be reliant on attracting 

visitors. 

• ‘Community safety and CCTV’ was the second most popular choice amongst respondents for 

investment (18%). 

• ‘Parks, gardens and open spaces’ was the third most popular choice (13%). 

o Although this was the service area seen as important by more respondents than any 

other, it was also the area with highest satisfaction; presumably this ‘de-escalates’ it as 

being seen as a priority spending area. 

• ‘Communication, news and information’ was the least likely service area to be chosen – only 1% 

picked it as their top area for Council investment over the next 3 years.  Despite this low level of 

importance attached to, its strong correlation with satisfaction shows it is an area which should 

not be ignored: See Section 0. 

 

3.3 Priorities for improvements 

• All respondents were asked to select from a list what they though would most improve Truro 

city centre for them.  All Truro residents were asked what would most improve their residential 

area. 

• The top two areas where respondents felt there could be improvement to the city centre was 

'cheaper and easier parking’ (  %) which rose to   % for those who don't live in Truro; and a 

better mix of independent and high street shops (25%), which was a fairly even response from 

all respondents.   

o Whilst the Council may not have direct influence over parking, it affects how users of 

and visitors to Truro engage with the city centre, and colours their perceptions of other 

areas that the Council is responsible for. 

• In terms of improving one's residential area ’better and safer walking and cycling routes’ was the 

most often mentioned (by 28% of residents) but other commonly mentioned residential 

improvements included: Cleaner and better maintained streets (25%), Play areas and more 

things to do for young people (24%), More community activities and events (23%) and Easier and 

safer parking (23%).  
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3.4 Being kept informed by / Connected to the Council  

• While 41% of respondents felt the Council kept them “well informed” about the services it 

provides, 50% did not feel well informed by the Council ( % said “Don’t know”). 

Figure 3.3   

Differences between % satisfied and % dissatisfied with how the Council keeps them informed 

Total Truro 

Residents 

Truro 

Visitors 

Truro 

Workers 

Not 

Truro 

workers 

Satisfied 

with TCC 

Dissatisfied 

with TCC 

With 

children 

Have 

disability 

-8% -10% -5% -9% -8% +25% -56% +4% -7% 

 

• Figure 3.1 shows the differences between % informed and % who feel they are not kept well 

informed.  This is done as an indicator of how people view the Council’s communication, and 

demonstrations how strongly correlated overall satisfaction with the Council is with being kept 

well informed by the Council about the services it provides. 

• The most common source of information on Council services is the Council’s social media (46%).  

This shows how effective a tool it is, but it is not a one-stop solution, as the remainder (54%) do 

not hear about Council services this way. 

o It is also worth noting that, when asked what would make them feel more connected to 

the Council, the second most frequent answer given (by 46%) was better use of social 

media (see below).  Whilst an effective and far ranging tool, there is clearly room for 

improvement. 

• The second most common source of information about the Council is not via the Council at all, 

but through word of mouth (38% of respondents cite this as a source).  This is a potential area of 

concern, as there is no way of knowing how factual or not, or unbiased, “word of mouth” is 

when it comes reporting Council services.   

• Showing how feedback has influenced decisions (52%) and better use of social media and digital 

communications (46%, as stated above) were clear messages from the survey about helping 

people feel more connected to Council decisions.  

o Showing how their feedback has influenced Council decisions was more important for 

those living in Truro (55%) than those who live elsewhere but work in Truro or visit 

regularly (47%). 

o Better use of social media and digital communications was more important to those who 

work in Truro (52%) than those who do not (42%). 

• All respondents were asked if they wished to add anything in their own words about how the 

Council could keep them more connected to its decisions.  Only 9% elected to answer, the most 

common answer (by   % of this small group answering) sharing a theme of ‘Communication and 

transparency’.  They expressed a desire for clear, frequent, and accessible communication about 

council activities, decisions and projects. Preferred channels included newsletters, social media, 

email updates, notice boards, and other public-facing methods. Transparency in decision-making 

was emphasised, with respondents wanting explanations for policies and actions. 
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o “The council feels very much apart from the people. They need to be more transparent 

and explain their decisions.” 

o “Decisions that affect all of us need to be fully explained.” 

o “Council meetings/decision making published regularly online.” 

o “More information through the letter box.” 

• The next most common theme (by 48% of the 9% answering) was around ‘Public engagement 

and consultation’.  These respondents expressed an appetite for meaningful opportunities to 

engage with the Council, including flexible meeting times that accommodate working people and 

consultations that genuinely influence outcomes. There was a particular focus on involving 

younger residents and ensuring representation beyond small, vocal groups. 

o “Holding consultations at times that most working people can actually attend. [Meetings 

at 10am on a Tuesday] skews the attendance and opinions to those of retired people.” 

o “More empathetic consultation on the enormous building plans of houses and property 

development in and around Truro.” 

o “Council decisions should be democratic and reflective of the broader community’s voice, 

rather than determined by a small, unrepresentative group.” 
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3.5 What the public say they would do differently 

3.5.1 Ideas 
Respondents were asked, is there anything you feel the Council should do differently? i.e. if you 

were a city councillor, what improvements would you prioritise and how would you go about this?  

This was an opportunity for written responses requiring AI analysis that resulted in the following 

grouped themes with some examples of verbatim comment given in the chart below: 

Figure 3.4   

Collated themes from spontaneous responses to the question: What would you do differently? 

 

 

The detailed verbatims responses have been grouped, both in the chart above and the summary 

below.  These summaries show some of the ideas the public gave for how they would do things 

differently.   

3.5.1.1 Parking & Transport (32%) 

Ideas include: 

• Reduce parking fees, particularly in city centre car parks. 

• Introduce free parking periods (e.g., after 4pm  or on Sundays). 

• Expand and improve Park & Ride services (more capacity, evening/Sunday service, locations 

closer to major roads). 

• Improve signage for parking and pedestrian zones. 

• Better provision for EV parking and chargers. 

• Incremental improvements to traffic flow, without removing essential pedestrian areas. 

3.5.1.2 Evening Economy & Leisure (22%) 

Ideas include: 

• Extend business hours to support evening economy. 
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• Encourage pavement cafes, outdoor seating, and small evening markets/events. 

• Organise family-friendly and youth-oriented evening activities. 

• Maintain safe, well-lit streets to encourage evening use. 

3.5.1.3 City centre and Lemon Quay revitalisation (20%) 

Ideas include: 

• Open Lemon Quay to water-based activities where feasible (boating, kayaking). 

• Encourage use of vacant spaces for independent shops, pop-ups, or cultural activity. 

• Increase greenery, seating, and aesthetic improvements in public areas. 

• Better coordination of markets and events to maximise town centre vibrancy. 

3.5.1.4 Council Governance & Communication (19%) 

Ideas include: 

• Provide clearer, regular communication on decisions and public consultation (“ ou said…  e 

did”). 

• Publish clear agendas for public meetings with opportunities for input. 

• Ensure transparency in budget allocation and project progress. 

• Make councillors and staff more visible and approachable to residents 

3.5.1.5 Safety, Anti-Social Behaviour & Policing (18%) 

Ideas include: 

• Increase visible policing on foot, especially in evenings and parks. 

• Introduce measures to reduce aggressive begging and street drinking. 

• Maintain safe pedestrian crossings and street lighting. 

• Implement CCTV in key public areas where feasible. 

3.5.1.6 Local Economy & Business Support (15%) 

Ideas include: 

• Reduce business rates for independent/local shops. 

• Encourage the rental of vacant units at reasonable rates for small businesses. 

• Promote local food and craft markets to support local producers. 

• Provide guidance and support for business innovation/events. 

3.5.1.7 Parks, Green Spaces & Environment (14%) 

Ideas include: 

• Maintain parks, gardens, and green spaces to high standard. 

• Rewild public areas where appropriate to increase biodiversity and reduce maintenance 

costs. 

• Improve play areas and facilities for children. 

• Increase planting of trees in city and parks. 
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3.5.1.8 Housing & Development (13%) 

Ideas include: 

• Prioritise affordable and social housing for people already here. 

• Ensure infrastructure (roads, schools, green space) is provided alongside new developments. 

• Limit development on greenfield land in and around the city. 

3.5.1.9 Heritage, Culture & Community Events (13%) 

Ideas include: 

• Support regular cultural events, markets, and festivals to attract residents and visitors. 

• Improve promotion and accessibility of museums and heritage sites. 

• Celebrate Cornish identity through signage, events, and cultural programming. 

3.5.1.10 Accessibility & Disability (11%) 

Ideas include: 

• Improve dropped curbs, wheelchair access, and pavement conditions. 

• Ensure accessible toilets are available and open when needed. 

• Install clearer pedestrian signage to distinguish traffic and pedestrian zones. 

3.5.1.11 Health, Homelessness & Social Care (10%) 

Ideas include: 

• Provide support for homeless people (housing, mental health, addiction services). 

• Ensure local access to NHS facilities keeps pace with population growth. 

• Support youth wellbeing services and counselling. 

3.5.1.12 Other / Miscellaneous Comments (11%) 

that didn’t fit neatly into the above themes or were unique/specific suggestions. Views too diverse 

for a single policy; include items such as miscellaneous infrastructure issues, minor complaints about 

city aesthetics, individual requests. 

 

3.5.2 Budget 

• Respondents were shown the approximate distributions of Truro City Council's total budget for 

2025/26, by each cost centre.  The total budget is £3.98m.  They could leave these as is, or 

suggest how they would adjust each.  Their answers had to equal 100% - no one could spend 

more budget than exists. 
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Figure 3.5   

Actual budget in % terms vs           ’                  % allocation 

 

56% of respondents did make at least some adjustment.  The 43% who did not still gave a valid 

response, that they would not make a change.  The changes were averaged out, and from this it can 

be seen that respondents are broadly happy with the proportion of Council spend on the different 

service areas. 

• Those areas where they would most like to see greater proportional spend are community 

spending, marketing and events, public conveniences and allotments – the only one of these 

with a proposed change of >2% of total budget from actual spend being ‘Community’. 

• These needs to be counter balanced from elsewhere in the budget, and respondents would be 

most tolerant of seeing cuts made to spending on ‘Administration and democracy’ and ‘Parks 

and open spaces’.  As already discussed, ‘Parks and open spaces’ is the service area of most 

importance to the public, so this cut is simply a reflection of it being the single most costly 

service area (taking up 34% of actual Council budget).  
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