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Introduction

Background

The Council sends information out about our services in a number of ways and we want to make sure residents are
getting the information they need in the best format for them. We’ll use the answers from the survey to make sure we're
focusing on what matters most to residents in the coming years.

The survey had two parts — firstly it asked about the formats of information residents receive and the kind of information
they’d like more of. And secondly it asked about the specific formats and what residents think of them.

Consultation methodology and report

A paper survey, and reply paid envelope, was delivered to all Council tenants and leaseholders inside an edition of
Housing Matters magazine. An online version of the survey was also available via the Council’'s Consultation and
Engagement Hub.

The consultation was open from 1 April 2025 to 13 May 2025 and received a total of 414 responses. This report
contains an analysis of these responses.

Appendices

An appendices document is also available on request, containing data tables and all comments made by respondents to
the survey.
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Results at a glance

The below is a brief summary of key findings from the 414 responses to the survey. More detail of results can be found
in the main body of this report.

Receiving information and topics of interest

The most popular ways in which respondents would like to receive information about housing services were by post
(74 per cent) and by email (46 per cent).

Respondents were most interested in hearing about major works projects (43 per cent) and financial support
from the Council and other partners (43 per cent).

Housing Matters magazine

More than half (57 per cent) read it thoroughly and over a third (37 per cent) flick through it.

Between seven in ten and eight in ten respondents agreed, to some extent, that the content was relevant (77 per
cent), there was a good mix of information from the Council and articles written by residents (74 per cent),
they trust the information (71 per cent) and that it is their main source of information and news in relation to
Council housing (71 per cent).

Over three-quarters (79 per cent) felt the level of detail in the articles was just right..

Over three-quarters (78 per cent) would like to continue to receive it four times a year.

The majority (86 per cent) felt it was just the right length.

Housing News enewsletter

A total of 41 per cent read all of it and a similar percentage (42 per cent) scroll through it for items of interest.
Around half to over two-thirds agreed, to some extent, that the content was relevant (68 per cent), they often click
through links in the enewsletter (47 per cent), they trust the information (62 per cent) and that it is their main
source of information and news in relation to Council housing (57 per cent)

Over three-quarters (78 per cent) felt the level of detail in the articles was just right.

Two-thirds (66 per cent) would like to continue to receive it monthly.

The majority (82 per cent) felt it was just the right length.

s )55

Posters, electronic noticeboards and leaflets

5
Almost two-thirds (61 per cent) indicated that they find the information on noticeboards useful or very useful. &@%

The majority (81 per cent) indicated that they find the information useful or very useful in leaflets. THE ROYAL BOROUGH OF
KENSINGTON
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Preferences in receiving information

Respondents were asked how they preferred to receive information about housing services. Respondents were asked to
select their top two preferences, although some did select more options.

Almost three-quarters (74 per cent) prefer to receive information by post

Almost half (46 per cent) selected by email as one of their preferences

Less, at around one in ten, preferred posters or electronic noticeboards (nine per cent) and the same percentage by
text message (nine per cent)

Those that gave an ‘other’ method included by hand and WhatsApp — all comments made can be seen in the appendix
document

How do you prefer to receive information about housing services?

By post I 7 4%
By email I 46%
On posters or electronic notice boards M 9%
By text message I 9%
Search for it on the website yourself B 3%
Other | 1%
Not Answered | 1%

Rl
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Topics of interest

From a list, respondents were asked what kinds of topics they were most interested in hearing about from the Housing
Management Team. Respondents were asked to select their top three, although some respondents did select more

options.
Topics respondents were most interested in:

» Major works projects (44 per cent)
+ Financial support from the Council and other partners (43 per cent)
» Funding opportunities for neighbourhood improvements (41 per cent)

Topics respondents were least interested in:

* Meet the team or day in the life articles (20 per cent)

+ Details of new homes the Council is building (29 per cent)
+ Consultations (29 per cent)

A graph detailing all responses can be seen overleaf.
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Topics of interest

What kind of topics are you most interested in hearing about from the housing

management team?

Information about the major works projects we're
working on

Financial support available from the Council and other
partners

Details of funding opportunities for improvements to
your neighbourhood

Performance information (how we’re doing in
particular service areas)

Results of our antisocial behaviour or tenancy fraud
cases

Information on building and fire safety

Information about resident involvement opportunities
and how you can help improve services

Information about the new homes the Council is
building

Details of consultations the Council is running

Meet the team or day in the life articles where you can
see what individual teams do

Not Answered

I 44%

I 43%

N 41%

I 40%
I 40%
N 36%
I 34%

N 29%

I 29%

I 20%

B 4%

0% 20%

Base: All respondents (414)

40%

60%

80%

100% Aﬁgl_l»g%
ok

THE ROYAL BOROUGH OF

KENSINGTON
AND CHELSEA



Housing Matters magazine

]
bl

THE ROYAL BOROUGH OF
KENSINGTON
AND CHELSEA



Readership of Housing Matters

Respondents were asked when they received Housing Matters how much of it they read.

» Over half (57 per cent) read it thoroughly
» More than a third (37 per cent) flick through it for the bits they are interested in
* Whilst two per cent do not read it at all and two per cent indicated they do not receive it

Those that indicated that they read Housing Matters (389 respondents) were asked a series of questions about the

publication

When reading Housing Matters magazine, do you...

Read it thoroughly [ 57%
Flick through it for bits you are interested in || NG 37%

Notread itatall JJ 2%

| do not receive Housing Matters magazine || 2%

Not Answered || 2%

0% 20% 40% 60% 80%

Base: All respondents (414)
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Readership of Housing Matters

Respondents that did not read Housing Matters were asked to indicate why.

Comments made have been themed and those that received two or more comments are summarised in the table below.
Examples of comments made can also be seen below. A full list of comments can also be found in appendix two.

Do not find it interesting/relevant S
Read the magazine or like the magazine 5
Limited English or English as a second language 3
Suggestions to improve/content 2

“Do not understand because |

It does not interest me enough. don't read English.”

Do not find it interesting/relevant Limited English or English as a

second language

- \f

“Not interested, nothing in it refers to
me. | am a non-person who resides in

one of your properties.” “Very informative. | like the information
of the stuff of who to contact.” i‘%”’f‘
Do not find it interesting/relevant &Eﬁ
Read the magazine or like the magazine THFRoﬁﬁucnor
KENSINGTON

AND CHELSEA
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Housing Matters

Respondents were asked how strongly they agreed or disagreed with a series of statements about Housing Matters
magazine.

Content

» Over three-quarters (77 per cent) indicated that they find the content useful and relevant to them (those agreeing or
strongly agreeing).

* However, 17 per cent responded neutrally and four per cent disagreed to some extent.

Mix of articles

» Almost three-quarters (74 per cent) agreed to some extent that there is a good mix of information from the Council and
articles written by residents.

* However, 17 per cent responded neutrally and six per cent disagreed to some extent.

Trust in the information
* Around seven in ten (71 per cent) agreed to some extent that they trust the information in Housing Matters.
* However, a fifth (21 per cent) responded neutrally and five per cent disagreed to some extent.

Source of information

« Around seven in ten (71 per cent) agreed to some extent that Housing Matters is their main source of information and
news in relation to Council housing.

* However, 16 per cent responded neutrally and eight per cent disagreed to some extent.

A graph detailing all results can be seen overleaf
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Housing Matters

Please let us know how strongly you agree, or disagree, with the following
statements about Housing Matters magazine

1%
useful and relevant to me

4%

| think there is a good mix of
i ton s Coer s [N B

articles written by residents 204

Housing Matters

2%

Housing Matters is my main source

relating to Council housing
2%

0% 20% 40% 60% 80% 100%

m Strongly agree  mAgree m Neither agree nor disagree Disagree mStrongly disagree = Not Answered

Base: Respondents that read Housing Matters magazine (389) &@%
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Housing Matters - Articles and frequency

Respondents were asked about the level of detail
in the magazine and the frequency it is produced

Detail

* Over three-quarters (79 per cent) felt that the
level of detail was just right.

* Whilst 16 per cent felt it was not detailed
enough.

Frequency

» Over three-quarters (78 per cent) indicated
they would like to receive Housing Matters four
times a year (as now).

* Whilst almost a fifth (19 per cent) would like t
receive it three times a year.

Thinking about the level of detail in the articles in the
magazine. Do you think the articles in the magazine are...

Not detailed enough I 16%
Just right NN 79%
Too detailed | 2%
Not Answered W 3%

0% 20% 40% 60% 80% 100%

The magazine is produced four times a year. Would you
prefer to receive it...

Four times a year | 78%
Three times a year [ 19%

Not Answered [} 3%

0% 20% 40% 60% 80% 100%

sg.l)z
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Base: Respondents that read Housing Matters magazine (389) =S
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Housing Matters - Length

Respondents were asked about the length of the magazine.

» The majority (86 per cent) felt the length was just right
» Whilst around one in ten (11 per cent) felt it was too short
* One per cent felt it was too long.

Thinking about the length of the magazine overall. Do you think the
magazine is...

Too short [ 11%
Just right [ 6%

Toolong | 1%

Not Answered [} 2%

0% 20% 40% 60% 80% 100%
Base: Respondents that read Housing Matters magazine (389) @%
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Housing Matters - Improvements

Respondents were asked what one thing would improve the magazine.

Comments made have been themed and those that received five or more comments are summarised in the
table below. A total of 97 comments related to content, but these have been divided into sub sections to help
with understanding of what respondents would like to see.

Examples of comments made can also be seen on the next page. A full list of comments can also be found in
appendix two.

Happy with current magazine/nothing 28

Don't know, not applicable 17

Content - Estate updates/local information 13

Content - Activities/services 10

Content - Contact information/complaint info 8

Content - Involvement 8

Content - Repairs/major works 8

Design - Pictures/images 8

Content - More detail 7

Content - Competitions 5

Content - Financial support/Council finances 5 f%“;l)’f%

Frequency increased 5 - R()i‘%ﬁww
KENSINGTON

Make it available online 5 AND CHELSEA
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Housing Matters - Improvements

“I think the magazine is wonderful. “More detailed information on housing
Specially I love the illustrations and the improvement and services.”
design is very appealing.”
Content - Activities/services
Happy with current magazine/nothing

“Personally I'm very happy with how it is

at the moment.” “Contact index to specific department could

be written on separate page. If possible in
Happy with current magazine/nothing addition to whom to speak could be helpful.”
e Content - Contact information/complaint info

“l would have issues that are more
local, for example Chelsea specific
as Il live in Chelsea.”

“Always add who we should [contact] for
housing repairs and complaints. Contact
details and e-mail addresses-thanks! Taking
repairs seriously.”

Content - Estate updates/local
information

Content - Repairs/major works |
“Real photos and not cartoons.” w‘gv
¥o?

&
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Housing News

Monthly enewsletter
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Readership of Housing News enewsletter

Respondents were asked when they received Housing News enewsletter how much of it they read.
» A total of 41 per cent read all of it.

+ Slightly more (42 per cent) scroll through it and focus on what interests them

» Whilst three per cent ignore/delete or do not read

* One inten (10 per cent) do not receive Housing News enewsletter

Those that indicated that they read Housing News (355 respondents) were asked a series of questions about the
publication

When you receive the Housing News enewsletter, do you...

Read all of it |G 41%

Scroll through it and focus on what interests I 2%
you

Ignore/delete/not read it W 3%

| do not receive Housing News enewsletter [l 10%

Not Answered [l 4%

0% 20% 40% 60% 80% 100% @ﬁiﬂjﬂ
Base: All respondents (414) THE ROYAL BOROUGH OF
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Readership of Housing News enewsletter

Respondents that did not read Housing News were asked to indicate why.

Comments made have been themed and those that received two or more comments are summarised in the table below.
Examples of comments made can also be seen below. A full list of comments can also be found in appendix two.

Don't have email/digitally excluded
Do not receive/receive in other ways
Not interested in it

Unaware of it

Limited English

Too much information received

“l cannot use the internet.”

Don't have email/digitally excluded

“Not interested. Too boring.” “

Not interested in it

5

4

“Never see or read.”

Do not receive/receive in other ways

i&ﬂ)z
Fe
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Housing News enewsletter

Respondents were asked how strongly they agreed or disagreed with a series of statements about Housing News
enewsletter.

Content

» Over two-thirds (68 per cent) indicated that they find the content useful and relevant to them (those agreeing or
strongly agreeing).

* However, over a fifth (21 per cent) responded neutrally and four per cent disagreed to some extent.

Links
» Almost half (47 per cent) agreed to some extent that they often click through on the links in the enewsletter.
* However, a quarter (25 per cent) responded neutrally and 13 per cent disagreed to some extent.

Trust in the information
» Almost two-thirds (62 per cent) agreed to some extent that they trust the information in Housing News.
* However, around a fifth (21 per cent) responded neutrally and four per cent disagreed to some extent.

Source of information

» Over half (57 per cent) agreed to some extent that Housing News is their main source of information and news in
relation to Council Housing.

* However, 19 per cent responded neutrally and 11 per cent disagreed to some extent.

A graph detailing all results can be seen overleaf
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Housing News enewsletter

Thinking about the Housing News enewsletter how strongly do you agree, or
disagree, with the following statements

: . . 1%
| find the content in Housing News >
eSO

me
3%
| often click through on the links in 100
the enewsletter for more information
1%

| trust the information | read in %
Housing News enewsletter
Housing News enewsletter is my
on issues relating to Council housing

2%
0% 20% 40% 60% 80% 100%
m Strongly agree = Agree = Neither agree nor disagree Disagree = Strongly disagree = Not Answered 9& “Q
&E%
Base: Respondents that read Housing News (355) E’Eﬁ?ﬁgﬁgﬁ
AND CHELSEA
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Housing News - Articles and frequency

Thinking about the level of detail in the articles in the

Respondents were asked about the level of detalil enewsletter. Do you think the articles are...

in the enewsletter and the frequency it is

produced. Not detailed enough Il 12%
Detail Just right NN 78%
* Over three-quarters (78 per cent) felt that the

level of detail was just right. Too detailed | 1%
* Whilst 12 per cent felt it was not detailed

enough. Not Answered [l 9%

0% 20% 40% 60% 80% 100%

Frequency
» Two-thirds (66 per cent) indicated they would

like to receive it monthly (as now). The enewsletter is produced monthly. Would you prefer
* Whilst 11 per cent would like to receive it more to receiveit...

frequently and 13 per cent less frequently.

Monthly (no change) [N 66%

More frequently Il 11%
Less frequently M 13%

Not Answered [l 10%

0% 20% 40% ©60% 80% 100%

i&ﬂ)z
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Housing News - Length

Respondents were asked about the length of enewsletter.

» The majority (82 per cent) felt the length was just right
» Whilst six per cent felt it was too short
» Two per cent felt it was too long.

Thinking about the length of the enewsletter overall. Do you think it is...

Too short [} 6%

Just right | 52%

Toolong | 2%

Not Answered [l 10%

0% 20% 40% 60% 80% 100%
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Housing News - Improvements

Respondents were asked what one thing would improve the magazine.

Comments made have been themed and those that received three or more comments are summarised in the
table below. A total of 32 comments related to content, but these have been divided into sub sections to help
with understanding of what respondents would like to see

Examples of comments made can also be seen on the next page. A full list of comments can also be found in
appendix two.

Don't know, not applicable 15
Happy with current magazine/nothing 11
Content - More detail 5
Content - Activities/services 4
Hard copy 4
Make it available online 4
Content - Estate updates/info 3
Design - Accessibility 3
Do not receive 3 QE%*“

THE ROYAL BOROUGH OF
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Housing News - Improvements

11 H ,”
For me its good so farl “Have it printed and posted to residents.”
Happy with current

magazine/nothing Hard copy

“l am happy with the information “Being available online.”

provided. No change needed.”
Make it available online

Happy with current

magazine/nothing
“More info on estates.”

W2

“Specifics on the important ‘ A

information.”

Content - Estate updates/info

Content - More detail “Keep it to the post code it applies to | am not
interested in what's happening anywhere else
in the borough than my own area.”

Content - Estate updates/info
“I am 84 years of age and | am widowed. |

would very much like news of activities
and council run clubs in my area. Coffee

. .. ()
mornings, getting involved, places of . . ., @g‘j}
interest to visit.” Language to be in Arabic. ;@5

o

H - ihili THE ROYAL BOROUGH OF
Content - Activities/services Design - Accessibility KENSINGTON
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Posters, electronic noticeboards,
leaflets and booklets
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Posters and electronic noticeboards

Respondents were asked how useful they find the information on their (electronic) noticeboards.

» Almost two-thirds (61 per cent) indicated that they find the information useful or very useful.
* However, over a fifth (21 per cent) indicated that they found the information not very useful or not at all useful.

How useful do you find the information on your (electronic)
noticeboards?

Very useful I 16%
Useful GG 45%
Not very useful I 13%
Not at all useful Il 8%

Not Answered I 17%

0% 20% 40% 60% 80% 100%
T

Base: All respondents (414) e
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Noticeboards- Improvements

Respondents were asked what one thing would improve the way the Council uses noticeboards.
Comments made have been themed and those that received three or more comments are summarised in the

table below. Examples of comments made can also be seen on the next page. A full list of comments can also
be found in appendix two.

Unaware of noticeboards/don't have noticeboards 31

Happy with noticeboard information 14

Not applicable/no comment 12

Don't know 11

Keep up to date 10

Information displayed for longer (so can read) 4

Local/estate information 4

More information/relevance of information 4

Design - Accessibility 3

Location of noticeboard 3

More boards 3
»@&I»fjﬂ

Remove them spend the money on other things 3 qu
ok

Too much information/present in shorter format 3 THE ROYAL BOROUGH OF

KENSINGTON

AND CHELSEA
29



Noticeboards - Improvements

“We don’t’ have electronic board on our
estate, it would be great to have one.”

Unaware of noticeboards/don't have

noticeboards

“Happy with noticeboards.”

Happy with noticeboard
information

“To take away old notices when
out of date and clean board.”

Keep up to date

“Often contain out of date
information.”

Keep up to date

“By leaving the information on the electronic
noticeboards up for longer, to give people
more time to read them until the lifts come.”

Information displayed for longer (so can
read)

“More articles relevant to my estate.”

Local/estate information

“Matters that affects the community
most. Short and precise, easy to read.”

More information/relevance of

information
“Bigger words that are clear. Lighting is too low. 9&@3
Noticeboards are old and dirty, plus broken.” oL s
KENSINGTON
Design - Accessibility AND CHELSEA
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Leaflets and booklets

Respondents were asked how useful they find the information in leaflets and booklets about housing services.

» The majority (81 per cent) indicated that they find the information useful or very useful.
* However, almost one in ten (nine per cent) indicated that they found the information not very useful or not at all useful.

How useful do you find the information in the leaflets and booklets about
our services?

Very useful [ 19%
Useful NN 62%
Not very useful [l 7%
Not at all useful | 2%

Not Answered [l 10%

0% 20% 40% 60% 80% 100%

i&ﬂ)z
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Base: All respondents (414) e
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Leaflets and booklets - Improvements

Respondents were asked what one thing would improve leaflets and booklets.
Comments made have been themed and those that received two or more comments are summarised in the

table below. Examples of comments made can also be seen on the next page. A full list of comments can also
be found in appendix two.

Don't know, not applicable 12
Happy with leaflets/booklets 12
No comment 10
Unaware of/do not read them 10
Content - More detail 5
Content - Activities/services 3
Design - Shorter/focused 3
Content - Estate updates/info 2
Content - Resident focused 2
Design - Accessibility 2
Make it available online 2
AN
Prefer digital 2 g@*
KENSINGTON

AND CHELSEA
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Leaflets and booklets - Improvements

“To inform local residents where clubs
are run in the area (council run clubs)
specifically for retired people.”

“Nothing, just about right.”

Happy with leaflets/booklets
Content - Activities/services

“Is very good.”

Happy with leaflets/booklets “Make it less crowded.”

Design - Shorter/focused

“I only see them if I go into a
housing office which is maximum
once a year and by then most of the
ones available are information A A
about things in the past.”
I “Each estate and block should have
Unaware of/do not read them its own booklet, reissued every few

years, rather than reams of A5 notes
just as we had in the 1970's.”

Content - Estate updates/info
“More detail. They are

“Different languages.”
vague/shallow.” guag
. Design - Accessibilit

Content - More detail 9 y *@‘gﬁ

=23
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Profile of respondents
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Profile of respondents

Respondents were asked a series of questions about themselves, to understand who had responded to the consultation.

What is your sex?

Male NN 35%
Female NN 54%
Prefer not to state Wl 3%
Prefer to self describe | 0%
Not Answered [l 8%

0% 20% 40% 60% 80% 100%

Is the gender you identify with the same as your sex
registered at birth?

Yes [N 86%
No | 0%

Prefer not to state ] 4%

Not Answered [l 10% &E&
KENSINGTON
0% 20% 40% 60% 80% 100% AND CHELSEA

Base: All respondents (414)



Profile of respondents

Which of the following best describes your sexual

orientation?

Straight/Heterosexual NN 2%

Gay or Lesbian M 5%
Bisexual | 0%
Prefer not to state Il 8%
Other sexual orientation 0%
Not Answered I 14%

0% 20% 40% 60%

Which age group do you belong to?

Under 18 0%
18t024 1 0%
25t034 m 2%
35t044 wmm 7%
45t0 54 wmmm 12%
55t0 64 m—— A%
65 to 74 me—— )%
75 plus m—— 21%
Prefer not to state = 3%
Not Answered mmmm 8%

0% 20% 40% 60%

Base: All respondents (414)

80%

80%

100%
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Profile of respondents

How do you describe your ethnic origin?

White - English/Welsh/Scottish/Northern Irish/British ~ ————— 35%
White - Irish = 4%
White - Gypsy or Irish Traveller 0%
White - Other European e 16%
Any other White background 1 1%
Black or Black British - African == 5%
Black or Black British - Somali 1 0%
Black or Black British - Caribbean = 4%
Any other Black background 0%
Asian or Asian British - Indian = 3%
Asian or Asian British - Pakistani 1 0%
Asian or Asian British - Bangladeshi 1 1%
Asian or Asian British - Chinese ' 1%

Any other Asian background 1 1%

Mixed/multiple ethnic groups - White and Black Caribbean 1 0%
Mixed/multiple ethnic groups - White and Black African 1 1%
Mixed/multiple ethnic groups - White and Asian ' 1%

Any other mixed background = 1%

Other ethnic group - Moroccan Arab 1 1%
Other ethnic group - Other Arab ® 2%
Other ethnic group - Filipino = 2%
Prefer not to state == 6%
Any other ethnic group ' 0%
Not Answered mmm 15%

0% 20% 40% 60% 80% 100%

THE ROYAL BOROUGH OF
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Profile of respondents

What is your religion or belief?

Christian 51%
Muslim e 9%
Jewish 1 0%
Buddhist = 2%
Hindu ' 0%
Sikh 0%
No religion or belief m— 149%
Prefer not to state e 11%
Other religion = 3%
Not Answered wm 10%
0% 20% 40% 60% 80% 100%

Do you have any physical or mental health conditions or
ilinesses lasting or expected to last 12 months or more?

Yes NN 41%
No [N 44%

Prefer not to state [l 7%

()
Not Answered [l 8% fg%%
0% 20% 40% 60% 80% 100% THE ROYAL BOROUGH OF
KENSINGTON
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Profile of respondents

If yes, what is the nature of your physical or mental health condition or ililness?

| have a physical impairment EEEE————— 28%
| have a mental health condition EEEE————————————_ 39%
| have a mobility impairment IEEEEEEEE———————— 42%
| have another illness or disability e.g. hidden impairment IEEEEE———————— 40%
| am a wheelchair user m 2%
| use medical equipment requiring an electricity supply mm 8%
| have a hearing impairment e 15%
| have a visual impairment I—— 14%
| have a learning difficulty = 9%
Prefer not to state e 13%
Prefer to self-describe mmm 6%
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Base: All respondents indicating they had a physical or mental health condition (171)
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Profile of respondents

Ward (number of responses per ward)

Chelsea Riverside messsssssssssssssssssssssssmmmmmm—mm— G6
Notting Dale me————————————— 50
Golborne essssssssssEsEEE————— 5
Stanley —— 30
Colville m———— 79O
Dalgarno e 27
Redcliffe  m— 12
Abingdon e 11
Holland s 10
Brompton & Hans Town mssm O
Campden s O
Earl's Court mwmmm 7
St. Helen's ==m G
Norland == 4
Pembridge == 3
Royal Hospital = 3
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