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Foreword

Following the Grenfell Tower tragedy, a commitment was made by all levels of 
government for Lancaster West Estate to become a model 21st century social housing 
estate, through a resident-led refurbishment. 

Delivering a deep-retrofit and the new Notting Dale Heat Network provides a unique 
opportunity to put a green recovery at the heart of Grenfell recovery. Almost 800 
homes will be transformed through a “fabric first” approach, to deliver energy-efficient, 
modern homes. 

As a result, the works will be necessarily intrusive, whilst residents seek to work, live, 
and study in their homes and the wider neighbourhood.

The impact of the tragedy itself overlays decades and generations of institutionalised 
inequality. In the view of many who live in the area, public services have long neglected 
the needs of local residents.

The holistic approach of Lancaster West Neighbourhood Team provides a once in a 
generation opportunity to address these diverse needs, and provide a positive legacy 
for survivors, bereaved, and the wider community. 

The ultimate decision-makers on if the refurbishment achieves its aims, will be the 
residents who live in the homes and blocks we manage.

Alongside this, there is also the need to support a residents’ transition from living in the 
homes of today, to living well in the homes of tomorrow.

As such, this independent research undertaken by LSE will provide an objective lens 
on the views and experience of residents – before, during, and after the works – and 
provide lessons learnt that will be of value across the wider social housing sector as it 
moves towards the goal of carbon-neutrality.

James Caspell 
Fellow of Chartered Institute of Housing 
Neighbourhood Director 
August 2023
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Introduction to the research

This project aims to explore and assess the experiences of residents living on 
Lancaster West Estate as their homes and neighbourhood undergo an extensive 
period of refurbishment in order to create a model 21st century estate that is net-zero 
carbon by 2030.

The research is divided into three time periods: before, during and after the 
refurbishment of the estate. We will speak to residents at each stage and report 
on their experiences of the programme of works. Our research is qualitative, 
focused around semi-structured interviews with residents using a semi-structured 
questionnaire. The questionnaire allows for residents to elaborate and expand in their 
responses and is organised around the following seven themes:

1	 �How people feel about their homes

2	 �How people feel about Lancaster West and the wider neighbourhood

3	 �Sense of community 

4	 �Health

5	 �Safety and security

6	 �Energy use and sustainability

7	 �The refurbishment of the estate
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Lancaster West is an estate made up of 826 homes located in the North Kensington 
area of the Royal Borough of Kensington and Chelsea in London. The estate is in the 
Notting Dale ward in the north of the borough. The estate has developed in a number 
of stages, with the first blocks being built in the 1930s, with others being developed in 
the post-war period. The Masterplan of 1968 outlined designs for Grenfell Tower, the 
Walkways and the Camelford Walk and Clarendon Walk areas of the estate and was 
“truly groundbreaking in scope”. (Learning from History, LWNT) 

The area around and including Lancaster West Estate has experienced regeneration 
in the past, most recently the construction of the Kensington Leisure Centre, opened 
in January 2015 and shortly following that the new school – the Kensington Aldridge 
Academy opened nearby. During the 1980s and 90s there were small changes to the 
estate, focused around security such as changing entrances and exit points, breaking 
up long corridors and adding entry phones to enclosed porches. Plans for regenerating 
the estate, including demolishing Grenfell Tower and some other areas of the estate, 
were developed in draft in 2009 (RBKC. 2009. “Notting Barns South Draft Final 
Masterplan Report.” Accessed 9 January 2023).

On 14 June 2017 there was a fatal fire at Grenfell Tower. 72 people lost their lives in the 
tragedy and the block of flats was completely destroyed. The fire was one of the UK’s 
worst modern disasters and had wide reaching impacts, including the traumatisation 
of hundreds of residents and a Public Inquiry was formally set up in August 2017. The 
Grenfell Tower Inquiry was established to examine the circumstances leading up to 
and surrounding the fire at Grenfell Tower. 

Prior to the Grenfell Tower tragedy in 2017, Lancaster West Estate was managed by a 
Tenant Management Organisation – the Kensington and Chelsea Tenant Management 
Organisation (KCTMO). KCTMO managed all of the council’s social housing stock 
across the borough, in contrast to the model of TMOs usually seen; TMOs are locally 
based, grassroots community groups that want to improve local conditions in their 
social housing estate or small area. In a blog post in 2017, Professor Anne Power 
outlined how the KCTMO did not meet the criteria of a traditional TMO:

About Lancaster West

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents



4

It was not a TMO, because the tenants could not take on the complex task of running the 
whole of the borough’s near 10,000 unit housing stock. The housing department staff 
were transferred over into the “new” organisation on existing terms and conditions, and 
the so-	called KCTMO took over all council housing management functions, making it 
an Arm’s Length Management Organisation of the Council – an ALMO. (Power, A. 2017) 
https://blogs.lse.ac.uk/politicsandpolicy/the-truth-about-tmos/) 

Following the tragedy, the management of the estate has been localised to Lancaster 
West Neighbourhood Team based on-site, in Baseline Studios below Barandon Walk. 

The Lancaster West Neighbourhood Team has been formed to provide high-quality 
neighbourhood services and create a model 21st century estate by listening to our 
residents, repairing and refurbishing every home and creating opportunities for the 
whole community. We will deliver tenancy management, repairs and community 
development services, refurbish homes on the estate and make Lancaster West carbon 
neutral. The Lancaster West Neighbourhood Team will work with residents to deliver the 
refurbishment of the estate sensitively and collaboratively.

The team is comprised of experienced staff covering all tenancy management issues, 
and dealing with repairs and maintenance as well as wide reaching community 
services including volunteering and employment opportunities. One example is the 
LancWest Works programme which provides three-month work placements within the 
neighbourhood team and partner organisations for residents of Lancaster West and 
North Kensington. A number of residents have moved from this into full time work.

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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Following the Grenfell Tragedy, a commitment was made by all levels of government 
to work with the residents of Lancaster West Estate and transform it into a model 21st 
century estate. In January 2020, this vision was broadened to deliver an estate that is 
also carbon-neutral by 2030. 

In 2021, Lancaster West Estate secured additional funding through the Social Housing 
Decarbonisation Fund (SHDF) Demonstrator to support the delivery of innovative 
whole-house retrofits to seven blocks on the estate, to help achieve this carbon-neutral 
ambition and secure better health, comfort, and wellbeing for residents. 

The refurbishment approach was to be sensitive, collaborative and with the ultimate 
aim of creating a model for social housing in the 21st century. This promise to 
residents was framed by 10 principles:

•	 The refurbishment will be resident led

•	 All refurbishment work will be done sensitively and in co-operating with residents

•	 There will be no demolition of people’s homes on Lancaster West Estate

•	 We will create a model estate where the community can be proud to live and that the 
council can be proud to own

•	 We will make sure residents can make real choices on the refurbishment

•	 We will listen to all age groups and communities on what improvements they  
want to see

•	 The refurbishment will aim to provide local jobs and skills training for local people

•	 The refurbishment will improve local services and ensure that they are of a high quality 

•	 The refurbishment will create a sustainable estate that can be maintained to a  
high standard

•	 There will be transparent decision making and feedback provided by the council at 
each step.

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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The refurbishment is being co-designed with residents and as such residents are 
playing an active role in decision making at all stages of the process. The engagement 
process began with an Ideas Day in January 2018 where residents were invited to an 
all day event with leisure activities and food provided where there was an opportunity 
to talk to architects about what residents wanted for the estate. 

The co-design approach and the different typologies of building on the estate mean 
there is a wide variety of actions being taken, with different timescales.

Pilot schemes have been developed in some of the blocks, helping bring knowledge 
and awareness of the new systems in place, for example, in Morland House two 
flats have had MVHR systems installed with one of the properties being used as a 
showroom for the MVHR pilot. 

Internal refurbishment work has also been happening for void properties, to date 179 
full refurbishments have been completed (153 empty properties and 26 occupied) and 
78 partial refurbishments (5 empty and 73 occupied) have been done. The majority of 
the internal refurbishments (full and partial) completed have been in the Walkways – 
110 in total.

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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We spoke to a number of the main actors at the beginning of our research to gain 
understanding and background context for the work that was happening. We spoke to 
representatives of central and local government, LWNT team, three architecture firms, 
and the Lancaster West Residents’ Association. 

Disrepair of social housing 
•	 The issue of historic lack of investment in Lancaster West (but applicable to 

social housing more generally) came up in discussions, particularly in the context 
of the changing demographics of RBKC and London more widely. There was also 
an understanding that RBKC working in Lancaster West has to lead the way in 
addressing these inequalities, based on the starting point of disrepair and lack of 
trust from residents. 

•	 Linked in with this was the idea of ensuring that the area is future proofed, by ensuring 
that the correct approach is taken now in terms of sustainability and retrofitting, 
and in creating the model housing estate for the 21st century. There was also an 
understanding and concern among stakeholders that the plans for the estate are 
ambitious, and ensuring that all objectives are met within the budgetary and time 
constraints, whilst balancing the demands involved in co-designing with residents, will 
be challenging. 

•	 It was clear from our stakeholder interviews that all those involved felt a great deal 
of responsibility to ensure that Lancaster West is refurbished and improved for 
residents and to create a model social housing estate for the future. Because of 
the context of previous disrepair and the impact of the Grenfell Tower tragedy and 
trauma for residents, it is vital that objectives are met. However, the scale of retrofit 
work needed across the different building typologies and the new technologies being 
introduced, through for example the Notting Dale Heat Network, are innovative and as 
such present challenges. 

Headlines: stakeholder interviews
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Resident engagement
•	 The engagement of residents in this refurbishment process is of critical importance 

with a co-design approach having been embedded throughout. Investment has been 
made to ensure that engagement is genuine and used effectively to help shape the 
decision making process.

•	 LWNT and RBKC are working to engage large numbers of people in the process. The 
impacts of the Covid pandemic have meant that different strategies for engagement 
have been utilised with a mixture of online and in-person events alongside more 
traditional communication approaches. 

•	 In addition to the great value that this engaged co-design process brings, our 
interviews with stakeholders also covered the potential for some residents to 
experience engagement / consultation fatigue, whereby the level of participation 
required from them becomes overwhelming and burdensome. 

Challenges
•	 We asked stakeholders what challenges they had experienced so far and what they 

anticipated being the major difficulties of the project as works progress. There was 
widespread agreement among those we spoke to that cost and supply chain issues, 
combined with ongoing financial constraints, were an ongoing concern.

•	 As above, stakeholders across the board felt a great deal of responsibility to ensure 
that energy efficiency objectives were met and resident expectations were delivered. 
Those working directly with residents held concerns about maintaining resident 
buy-in throughout the process, particularly as the difficulties involved in widescale 
refurbishment with residents in-situ begin and also the shift to new technologies that 
require behavioural shifts and understanding.
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Our semi-structured questionnaire was broken down into seven sections:

1	 How people feel about their homes

2	 How people feel about Lancaster West and wider neighbourhood

3	 Sense of community 

4	 Health

5	 Safety and security

6	 Energy use and sustainability

7	 The refurbishment of the estate

Home and neighbourhood (including community)
We asked Lancaster West residents to talk about their homes and how they feel about 
them, what they like and dislike, and what they would change about their homes. 

•	 Some of the most commonly mentioned factors were the space and size of the home, 
features including windows and balconies, and also state of repair and disrepair. 

•	 For the vast majority of residents their views ranged from feeling that their homes 
were ok to really loving their homes and several identified the size and layout of the 
property as a real benefit. However, 6 residents were generally feeling unhappy with 
their homes and in almost all of these cases this was linked to a lack of repair and 
maintenance of the property. Other aspects that people didn’t like about their homes 
were noise and a lack of soundproofing between properties, as well as access issues 
such as not having a lift in the building.

•	 Most residents on the estate overall felt their homes were comfortable and that 
their quality of life was good. When discussing the more negative aspects of the 
area and the estate people mentioned anti-social behaviour and difficulties with the 
design and the layout of the estate. These were identified as possible things about 
the estate that people would change, for example: having more signposting and 
signage, better lighting, fob key access (that works) and more lift access for those 
with mobility difficulties. 

Headlines: resident interviews

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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•	 For many respondents, the issues above have all been framed by the experience of 
the tragedy of the fire in Grenfell Tower in June 2017. Residents reflect on the poor 
maintenance and neglect of the estate (as social housing) by the local authority as a 
long term issue and one which has damaged trust.

•	 Residents living in Lancaster West value their location in terms of access to facilities 
and services and also in terms of being so central within London. In addition to the 
benefits of the location, many residents reflected on the role of community in the 
estate and feeling happy and a sense of belonging alongside neighbours.

•	 The sense of community has also been changed for some residents by the experience 
of the tragedy and the response of local people in the years since. 

•	 The estate is now managed by a locally based neighbourhood management team. 
The sense of community and the local nature of the LWNT office meant that people 
on the whole felt able to reach out to someone if they had a problem, whether they 
called the neighbourhood team, used the repairs app or popped down to Baseline 
to access help. Residents also spoke about help being available from peers and 
neighbours, through the residents associations or through WhatsApp groups for 
their block.

•	 We also asked residents whether they felt they could trust the staff that they dealt with. 
Overall, half of the respondents felt they could trust staff with a further 40 per cent 
having more mixed views based on individual members of staff or ongoing issues. 

•	 More than half of the residents that we spoke to were proud to live on the estate with 
around a third of respondents feeling happy and satisfied with their environment but 
not necessarily proud. 

•	 There was an awareness from many of our resident interviewees that there was a gap 
between the services and the activities that were available, and ensuring that those 
who needed them the most were aware of them and able to access the opportunities. 
Gaps were mostly identified for younger and older people, and there was an emphasis 
by many residents on the role of green space.

•	 Most people said they had friends or neighbours on the estate who they knew and 
could call on for help, or would chat people when they were out and about, even if just 
to say hello as people passed by. 

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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The refurbishment of the estate  
(including energy saving)
We spent a lot of time talking to residents about the proposed refurbishment of the 
estate and their views on the engagement and process to date. 

•	 Many residents felt that they were being informed but that maybe not all of the 
information was being shared, and for others there was a sense of being overwhelmed 
with information on the refurbishment and feeling instead that the process was taking 
too long.

•	 15 per cent of residents said they didn’t really know or understand why the work was 
happening but for others the most commonly cited reason was in response to the 
Grenfell Tower tragedy – more than a third (40 per cent) felt this was the motivating 
factor for the refurbishment. There was a recognition from residents that the tragedy 
of the fire had highlighted the need for investment and attention on the estate, 
following decades of neglect. A very small number of residents specified the energy 
efficiency / zero carbon objectives of the refurbishment as motivating factors behind 
the work.

•	 From our sample of 50 residents, overall more than half (56 per cent) felt to some 
extent that they had been consulted and had an opportunity to feed back on any plans. 
We also asked how people found the consultation and engagement events specifically 
for the refurbishment. A number of themes emerged here:

–  Lack of follow up / action 

–  Overwhelming – too much information 

–  Need for more clarity on timescale 

•	 There was a variety of views when we asked residents if they expected to stay in their 
homes throughout the work. This topic brought out some concerns and doubts that 
residents had about the delivery of the project and the lack of clarity and certainty 
at this stage on what the refurbishment work would involve for individual residents. 
Around 60 per cent of residents felt unsure or that they would definitely stay in their 
homes, whereas for around a quarter of residents there was an expectation that 
they would move out as living in the properties undergoing work would be difficult. In 
addition to uncertainty about relocation during the works, some residents were unsure 
/ unaware about the potential respite offers available through LWNT. 

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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•	 On the whole, a majority (70 per cent) of residents in Lancaster West felt “ok” or 
generally confident about the refurbishment works, with a minority of around a fifth 
(18 per cent) lacking confidence in the project. Concerns and doubts that were raised 
focused mostly on the disruption that would be caused through noise, mess, and 
possible relocation; as well as a more general lack of confidence and uncertainty that 
the project could be delivered on time and on budget.

•	 Around 70 per cent of residents felt that communication with Lancaster West 
Neighbourhood Team was “ok” or “good”. Most people felt comfortable with knowing 
to contact LWNT either by phone or by visiting Baseline with any issues related to 
the refurbishment. 

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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Lessons learned

This first stage of our research has been invaluable in establishing greater 
understanding of how residents feel about their homes and the estate more widely, as 
well as their expectations and aspirations for the refurbishment.

Some key lessons have emerged that are useful as the work at Lancaster West 
progresses but also more widely for large scale refurbishment and regeneration of 
homes and neighbourhoods.

1	 Engagement is challenging

The refurbishment at Lancaster West is being co-designed with residents at all stages. 
This commitment to engagement and resident co-design is evident but involves a 
great deal of time and resources. There is a balance to be found with ensuring that 
residents are involved and engaged in the work without becoming overwhelmed with 
information and demands on their time.  

2	 Communication is critical

In order to engage residents and ensure that the refurbishment is truly co-designed it 
has been vitally important to develop and maintain strong channels of communication. 
The Lancaster West Neighbourhood Team are committed to this and have adopted 
new forms of communication such as WhatsApp groups, online meetings alongside 
more traditional engagement through leafletting and in person events. There is always 
more to be done to ensure that information reaches all audiences and that everyone 
is able to engage, and this is an area that should receive ongoing attention from 
Lancaster West Neighbourhood Team to ensure that all residents feel informed and 
equipped to deal with the challenges of the refurbishment such as noise, disruption 
and possible decanting and relocation. 

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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3	 Building trust matters

Large scale refurbishment of an estate is challenging and brings many difficulties for 
the residents who live there. It is crucial that through engagement and communication 
there is trust between residents and the neighbourhood / housing team leading 
the work as well as external organisations such as architects and contractors. For 
many living in Lancaster West Estate there are understandable concerns related 
to trust based on the previous management of the estate prior to 2017. The local 
neighbourhood management team at Lancaster West have worked hard to build trust 
and ensure there is transparency and clarity about any proposed work. It is vital that 
this trust is maintained and developed as the work progresses. 

These three areas of engagement, communication and trust are interlinked and 
complementary. They must continue to be a focus for Lancaster West Neighbourhood 
Team as the refurbishment takes place. 

Creating a 21st Century Estate: the experiences of Lancaster West Estate residents
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Concluding thoughts and  
next steps

Following the devastating Grenfell Tower tragedy in 2017, there was clear recognition 
of the need to make fundamental improvements to Lancaster West Estate which has 
suffered from underinvestment and poor management over the years. It has also been 
recognized that residents must play a leading role in the process and help shape the 
future of their neighbourhood. 

The refurbishment of the estate is complicated, with multiple project partners and 
funding streams, alongside an ambitious resident co-design approach and bold aims 
to create a zero carbon, model 21st century estate. The estate itself has a complex 
form and layout, with buildings of different types and designs and dating from different 
times periods ranging from the 1930s to the 1970s. 

Based on our initial interviews with residents we have concluded that the majority of 
residents enjoy living on the estate, value the space within their homes and in the wider 
area, and are supportive of the aims and objectives of the refurbishment. People are 
worried about energy costs, hope that the refurbishment will improve energy efficiency 
and want the estate to look and feel better. 

Key challenges and issues that emerged from our interviews are around the very 
intensive level and extent of resident engagement, the practicalities and logistics of the 
work (including how the respite offer will develop) and the already significant delays 
to the earlier timescales. There is a sense among some residents that the process 
of resident engagement has been going on for too long, requires too much detailed 
input from them, and that residents now just want to see the work happening. Some 
residents felt too much was required of them in terms of, for example, complex design 
decisions which they felt unprepared or under qualified to make.

Residents generally value LWNT and the efforts of the team to tackle repairs and 
maintenance of the estate as well as community needs. Residents also value the 
sense of community and felt that people had come together following the Grenfell 
Tower fire. They were generally hopeful for the future of the estate.

There remains uncertainty and insecurity for some residents about what the work will 
mean in reality for them and their homes, and whether or not they will be able to stay 
in their homes for the duration of the upgrading. Other areas of concern that we have 
heard are around specific groups of residents for example private tenants and resident 
leaseholders. There is a lack of clarity for some on what the refurbishment will mean 
for them in terms of costs and process, including decant and respite offers. 
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Some residents also expressed concerns around funding and timescales in order to 
realise the ambitions of the project. This issue that also arose in our conversations 
with stakeholders. It is an ambitious and difficult project funded from multiple 
different funding sources, many with time limited funding attached and specific 
outcomes agreed. Balancing these objectives against the high quality deep retrofit 
works required, and keeping to the decision making process of the resident co-design 
methods, will be challenging and is very unusual.  

The next steps
The evidence to date suggests that it will be important to continue to build on all of the 
previous good work in terms of engagement and accessing residents. Some gaps still 
remain in terms of those most in need of help and assistance being able to access it, for 
example through the many excellent projects and community initiatives run by LWNT.

It will also be critical to ensure continuing transparency and clear communication 
around timescales and progress of building works – including delays and challenges. 
Residents will need to know what work is happening, and when, and what impact 
this has on their day to day lives. A key factor will be ensuring that the respite offer is 
appropriate for residents and their needs throughout the works. 

There are numerous new technologies and ground-breaking initiatives such as the 
Heat Network being introduced as part of the refurbishment works on Lancaster West. 
It is crucial that these elements are effectively introduced, delivered, managed and 
regulated to enable residents to have confidence and trust in them. 



Housing and
Communities

LSE Housing and Communities is a research unit 
within the Centre for Analysis of Social Exclusion 
(CASE) at the London School of Economics and 
political Science. CASE is a multi-disciplinary research 
centre which focuses on the exploration of different 
dimensions of social disadvantage, particularly 
from longitudinal and neighbourhood perspectives, 
examining the impact of public policy. LSE Housing 
and Communities aims to understand the social 
dynamics of disadvantaged neighbourhoods; promote 
models of housing and neighbourhood management; 
develop ways to support community and resident 
self-help action, especially in social housing areas; 
and shape government policy; and understand 
the implementation and impact of public policy at 
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For further information on the work of the Housing and 
Communities research group, please contact Research 
Manager, Jessica Horne Rowan, on: Tel: +44 (0)20 
7955 6630 Email: j.rowan1@lse.ac.uk  
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