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About two years ago, the Accommodation 
Services at King’s College London, now 
known as King’s Residences, embarked  
on an ambitious journey, led by Paloma 
Lisboa, Head of Student Accommodation,  
to renovate its offer to match the world-class 
reputation the institution carries academically. 

It also faced the challenge to better  
student experience from a number of aspects 
– from affordability to sustainability. Like
our students, we strive for excellence and it is
thanks to their engagement directly or via their
representatives at KCLSU that we have been
able to address many of their key concerns.

I am therefore proud to present  
King’s Residences’ first Annual Report.

Nick O’Donnell 
Director of Real Estate Management
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King’s Residences took  
many steps forward in the 
2015/16 academic year making 
significant commitments towards 
transforming accommodation 
provision at King’s College 
London, as part of a 5-year 
strategic plan which started 
back in 2014. 

An education for all
We continue to support Widening 
Participation through providing direct 
support to Care Leaver applicants who 
would otherwise experience difficulty 
in finding affordable accommodation  
on a 52-week contract. Our new 
Accommodation Policy ensures we 
guarantee accommodation for students 
with disabilities. We also support those 
looking for female-only and family 
accommodation. The launch of King’s 
Affordable Accommodation Scheme 
(KAAS) made 700 beds available for  
below £155 per week. This is due to  
be increased by a further 240 beds for  
the 2016/17 academic year, with the 
qualifying household income criteria 
increased from 25K to 42K.

Our commitment to diversity and  
inclusion is also demonstrated by the 
number of gender neutral toilets available in 
residences, and through our pride in being 
one of the most diverse teams at King’s.

We have also responded to the Postgraduate 
and Nursing students who required longer 
licenses to match the duration of their 
courses (48-51 weeks) in a wider range  
of locations and at different price points.

Home for more students
Our accommodation range has been 
enriched by the addition of 759 beds  
at Angel Lane, Stratford, a brand new 
residence developed and run by our 
long-term accommodation partners,  
Unite Students, who also enabled us to  
add 280 beds at Stratford One. We have 
secured a further 97 beds for 2016/17 
at Tower Bridge, with our newer 
partner, Urbanest.

As we increase our provision, the sense  
of community in our residences remains  
a high priority. The Residence Life 
programme has created higher visibility, 
greater support and professional case 
management for students experiencing 
difficulties during their residency.  
The successful implementation of the 
Wardenship programme in 2014 offers  
a quicker, more personal response to 
crisis, bringing a level of visibility to  
this key area as never before. Residence 
Associates (formerly known as Residence 
Life Assistants) joining the team for 
2016/17 will, for the first time, have  
their experience and dedication to student 
experience and welfare recognised via the 
Higher Education Achievement Report. 

Active listening to  
constantly improve
We will continue to challenge  
ourselves to improve the quality and  range 
of services we provide, basing  
our decisions on student and staff  
feedback. We believe it is important  
to involve these two facets of our  
business in our plans as early as possible, to 
demonstrate the impact they have  
in shaping our organisation. We also 
invested in making our team more  
efficient and focussed on delivering  
our strategic plan. We set ourselves  
apart and anticipate the needs of our 
residents, staff and stakeholders.

We have committed to refurbishing our 
residences in the next five years, 
reinvesting over £15M in the residential 
estate. The initiative will include tackling 
equality of access at Stamford Street 
Apartments in the fall of 2016. This  
has only been possible because of the 
efficiencies resulting from high levels 
of occupancy, averaging 98.5% over  
the academic year.

Our dedicated team
The team made huge strides in building a 
culture of Health & Safety, becoming the 
first within Estates & Facilities to have all 
managers IOSH trained, undoubtedly 
contributing to the levels of safety and 
compliance seen in residential buildings.

On behalf of King’s Residences 
management team, I would like  
to thank the commitment our front  
line staff – day and night reception, 
residence life and cleaning staff – 
demonstrated towards service quality  
and improvement, over the last academic  
year. Without them, student experience  
in university accommodation could not  
have made the significant strides it  
has. Our thanks also go to our internal 
stakeholders – Admissions, Student 
Services, Asset Management Team and 
King’s Venues; service delivery partners  – 
Servest and CIS; and our third party 
accommodation providers – Unite, 
Urbanest and the University of London.

Paloma Lisboa
Head of Student Accommodation

Foreword

 Like our students,  
we strive for 
excellence  
and thanks to  
their engagement 
we have been able  
to address some of 
their key concerns.

 ‘This year the partnership between 
Student Services and Residences has  
continued to develop. This relationship  
has undoubtedly resulted in more positive 
outcomes for students and quite possibly  
saved the life of at least one student.’ 

Chris Shelley
Director at Student Services, King’s College London
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BeActive programme
The aim is simple: to offer fun, weekly 
social sport and exercise that is, quite 
literally, on your doorstep. That is why  
this term there are 35 sessions weekly, 
catering exclusively to students living in 
King’s Residences, regardless of experience 
or how sporty they think they are.

BeActive Halls is run by fellow students 
and delivered in partnership by KCLSU 
and King’s Sport.

Move-in weekend 
From a comprehensive online  
induction to carefully planned arrival  
slots, September’s arrivals came and went 
without a single complaint or traffic queue! 
Students and parents alike had a great time 
enjoying such a landmark date for them, 
with survey results showing that 98%  
of students agreed that the experience  
met or exceeded their expectations.

Sustainability
In 2015 the team replaced 335  
fridges across two of their largest  
residences, Great Dover Street and  
Stamford Street Apartments, delivering  
over £150K in energy savings from 
September 2015 to date. 

To top it off, students arriving in  
September 2015 were invited to take  
part in the Student Switch Off Campaign, 
with energy usage reduced by 6%  
compared to the same period last year  
which helped to keep over 34 tonnes  
of CO2 out of the atmosphere, saving  
£8,500. This achievement is expected  
to be repeated during the spring term, 
leading to total project savings of 64  
tonnes of CO2 and £17,000. 

Accommodation guarantee
King’s Residences have recently committed 
to guaranteeing accommodation for all first 
year undergraduates and international 
postgraduate students from September 
2016, something they were only able to 
do thanks to the partnerships developed 
with third party accommodation providers, 
UNITE and Urbanest, which saw King’s 
Residences bed stock increase by over 
1,100 beds since June 2015.

The allocations method has been  
improved to bring students preferences  
to the heart of the operations, with a few 
more than 20 out 5,234 requesting change 
of location following the allocations  
rounds in August 2015; testament to  
the team’s commitment in honouring 
the students’ preferences.

KAAS 
King’s College London is committed  
to finding the brightest minds regardless  
of their background and supporting  
them in accessing higher education and  
that includes ensuring we can provide  
affordable accommodation. 

In April 2015, they launched the King’s 
Affordable Accommodation Scheme 
(KAAS) to enable up to 700 students  
to access accommodation priced below 
£155 per week, in a bid to address the 
impact of accommodation costs on those 
experiencing serious financial hardship. 
King’s also removed the £300 deposit 
required to secure accommodation,  
freeing up a reasonable amount of  
cash during the students’ first trimester.

The scheme is growing by a further  
240 beds in 2016/17, making a total 
of 940 beds available under the scheme.

Our Student 
Switch Off  
campaign  
helped save 
£8,500 and  
34 tonnes of CO2

Introduction

 ‘This year, Residences 
and KCLSU have worked  
in partnership to support 
students in a number of  
ways. We’ve made the  
King’s Accommodation 
Support Scheme more 
accessible to estranged 
students and students from 
middle income backgrounds. 
We’ve also started to expand 
representation of students in 
Residences with the aim of 
rolling out a network of Halls 
Reps in the coming academic 
year. Additionally, we’ve 
kept in close contact on issues 
of accessibility to the buildings 
including the Stamford  
Street developments’

Rachel Williams
2015/16 outgoing KCLSU VP 
Welfare & Community
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Key performance indicators

Kings’ Owned 
Residences

75,000sqm
NIA: 13,000sqm

£182m
Property value

7,500+ applicants

5,234
residents

28% 
of King’s students  
get in contact with 

us each year

100
cleaning and security 
contract staff in KLC 
managed properties

36
professionals, 
from which 13  
are managers

Staffing

Financial 
impact

£15m
fund for refurbishment 
over the next 5 years

2015/16 
Occupancy

Contract 
management

Stakeholder 
exposure

£1.7m
in cleaning 

and security

70
para-professionals:  

48 resident associates, 
21 Wardens

£2.2m
Salary budget

£413k 
paid in bursaries  

(King’s Affordable 
Accommodation  

Scheme) £37m
Annual turnover  

excluding summer 
lets income

£24m
in third part 

accommodation

£3.1m
in summer 

lets revenue

106,136
room nights
(over Aug & Sep 15  
and Jun & Jul 16)

98.6%
termtime
occupancy
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What we do

Our mission
To provide King’s students and guests a 
memorable experience by being the friendly  
face of safe, quality accommodation that gives 
them the opportunity to live and learn and reach 
their full potential and develop themselves as 
independent individuals as well as active  
members of the residence communities.

'The KCL-Unite Students partnership has been  
in place since 2012. This relationship enables 
Unite to concentrate on providing a best in class 
accommodation, leaving King’s to concentrate 
on providing the pastoral care and guidance for 
the students. The partnership has now expanded  
into sharing best practice in a number of areas 
including student management, allocations and 
design of new buildings. Through continuous 
improvements the operational teams have 
refined ways of working to the extent that this 
partnership is used by Unite as an example of 
best practice  and is role modeled throughout the 
28 cities in which they operate.'

Simon Griffiths,
Unite Students
London Area Manager

Day to day

Our core values

Reservations

 �  Market our residences

 �Process applications

 �Allocate accommodation

 � Issue license agreements

Student experience and welfare

� Residence life 

� Citizenship and life skills programme 

� Student safety and welfare

Property and customer services

 �  24/7 reception services
 �Cleaning and security
 �Building safety

Strategic planning

 �Risk management

 �Portfolio diversification

 �Building renovation

2014
Build strong 
foundations

2015
Deliver on 
affordability 
and occupancy

2016
Strengthen 
operational 
procedures

2017
Establish 
student 
citizenship

2018
Complete 
portfolio 
renovation

The view from  
Wolfson House

Strategic aims
• Embed a working culture

where health and safety is
understood across all levels
of the department

•  Build a committed and
knowledgeable workforce

•  Ensure the department
remains commercially 
sound

•  Demonstrate commitment
to the university’s
sustainability agenda

•  Ensure continuous 
operational improvements

•  Obtain recognition 
for the department’s
improvement on 
student experience

•  Maintain properties to
a world-class standard, and
achieve recognition for our 
services 

Efficiency and 
effectiveness

Professionalism in 
service delivery

Accountability 
and transparency

Safety and 
sustainability

Delivering a world-class 
customer experience

Commitment  
to growth
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Digital Engagement  
Officer

4 Residence  
Supervisors 

38 Receptionists  
(day and night) 21 Wardens 5 Reservations 

Agents

48 Residence  
Associates

Up to 80  
Contract Cleaners

2 Duty  
Managers 

Contact Centre 
Coordinator

Governance Management team
Residences Innovation Board 
(RIB) meets termly and, with 
the support of KCLSU, works 
on long-term initiatives to better 
integrate King’s Residences 
strategy with the university’s 
overall goals and students’  
needs. It is an opportunity for 
senior managers of a range of 
departments within King’s to 
engage and respond to students 
needs when it comes to their 
accommodation and community 
living needs, by listening directly 
from them. The board 
membership includes:

King’s Residences 
Residences operations  
and service delivery

Capital Projects 
Real estate renovation,  
expansion and management

Student Services 
Student advice, welfare  
and wellbeing

KCLSU  
Student engagement  
and representation

Widening Participation 
Social attainment 

King’s Venues 
Summer lettings

Admissions 
Student recruitment

Finance 
Economic sustainability  
and funding

Marketing 
Alignment with the  
university’s programme

External Relations 
General communication & PR

IT 
Systems and students’ internet

Board objectives for 2015/16 

1
Increase provision of high quality and 
conveniently located accommodation  
to enable the offer of accommodation to 
every first year student to be in line with 
student recruitment goals 

2
 Develop and maintain the  
residential portfolio to address the 
residents’ key needs and deliver world 
class accommodation with key focus  
on sustainability, technology and 
services to address their needs 

3
Create multi-cultural residential 
communities that provide all residents 
with the opportunity to have a value 
adding experience that will make  
King’s residences a stronger factor  
in the students’ decision-making  
process when choosing a university

4
Champion equality and diversity  
by making King’s residences  
accessible to students from all  
walks of life and backgrounds, 
supporting the university’s strategy 

5
Deliver financial surplus,  
a sufficient financial contribution  
to enable ongoing investment in  
the university’s residential estate. 

6
 Build and sustain a student-centric 
management team to provide a 
welcoming, supportive, safe, clean  
and enriching environment in  
all residences, independent 
of their ownership

Paloma Lisboa
Head of Student Accommodation 

Nicky Ball
Operations Assistant

Phil Cox
Deputy Head of  

Student Accommodation

James McLaren
Property & Customer 

Services Manager

Martin Bachmayer
Reservations Manager

Claudette Schala
Performing & Quality  
Assurance Manager

Amina Hofri
Marketing &  

Communications Officer

Holly Andrew
Student Experience 
& Welfare Manager

Nick O’Donnell and Paloma Lisboa 
with Student Ambassadors

p13
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Champion Hill
717 beds (re-opened in September 2014)

Opened in September 2014, Champion Hill  
Residence has been voted Best Students Housing  
at the 2015 CUBO Awards. The residence is ten  
minutes walking distance from Denmark Hill  
Campus and Denmark Hill overground station. 

Champion Hill accommodates 714 students in single  
rooms, mostly ensuite with shared open plan lounge/
kitchens. Large common rooms are also available  
throughout the building. 

Great Dover Street
769 beds (opened in September 1998)

A self-catered residence located in zone 1, Great  
Dover Street Apartments is a ten minute walk from  
Guy’s Campus and a six-minute walk from Borough  
station on the Northern Line. An apartment-style  
residence with 709 bedrooms and flats ranging from  
four to nine bedrooms, all rooms are ensuite. 

Great Dover Street also offers a large common room  
as well as a newly refurbished computer room. 

Great Dover Street Apartments (GDSA) was recognised  
as the best residence at King’s by the student publication. 

Built  Purpose-built, cluster flats 
style accommodation

Ownership  Freehold

Room Types  Ensuite bedrooms

15/16 Rents £192 per week

Built  Purpose-built, timber frame,  
corridor style accommodation

Ownership Leasehold ending September 2122 

Room Types  Non-ensuite and ensuite bedrooms

15/16 Rents £155-198 per week  

Our portfolio98% of students  
agreed that the 
experience  
of moving in met  
or exceeded their 
expectations 

 ‘King’s Residences and the ELC have worked 
together this year to trial an accommodation 
guarantee. We will continue to work together  
to further refine King’s competitive advantage 
in this way to address prospective students,  
and their parents, that have indicated that 
accommodation is one of the key deciding 
factors for international students when 
choosing an overseas university.’ 

Ray Gardner
English Language Centre,  
Deputy Director (Operations & Administration)
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Stamford Street
550 beds (opened in September 1997)

Stamford Street Apartments is a self-catered residence  
that houses 550 students in rooms of five to nine per flat. 
Located in zone 1, right across the street from Waterloo 
Campus and within walking distance of the Strand Campus 
and Guy’s Campus, the site is a five-minute walk from 
Waterloo underground station on the Bakerloo, Jubilee, 
Northern, and Waterloo and City lines.

Wolfson House
274 beds (opened in September 1971)

Located in zone 1 on Guy’s Campus, Wolfson House  
is a self-catered residence near London Bridge underground 
station on the Jubilee and Northern lines. The site has 261 
single bedrooms with shared facilities and 13 self-contained 
one-bed flats for couples. 

Built  Purpose-built, cluster flats 
style accommodation

Ownership  Leasehold (Lloyds Bank) 
until December 2051 

Room Types  Ensuite bedrooms and double rooms 

15/16 Rents £175-231 per week

Built  Purpose-built, traditional  
corridor style accommodation

Ownership  GSTT Charity, leased to King’s 
until September 2033

Room Types  Non-ensuite bedrooms 
and 1 bedroom flats

15/16 Rents £140-231 per week

Orchard Lisle & Iris Brook
287 beds (opened in September 2013)

Iris Brook and Orchard Lisle are newly refurbished 
residences located on Guy’s Campus in London Bridge,  
zone 1. Iris Brook accommodates 77 students in flats of  
four to five people and Orchard Lisle accommodates  
 196 students in flats of two to five and14 studios. 

Iris Brook and Orchard Lisle accommodate postgraduate 
students only on a 51-week contract.

Moonraker Point
674 beds (opened in September 2011)

Moonraker Point is situated in zone 1 and is a 15-minute 
walk to Guy’s Campus and a five-minute walk to Southwark 
underground station on the Jubilee Line. 

The newly refurbished residence offers 527 ensuite  
rooms in flats of four to eleven students and 147 studios. 
Moonraker Point houses first year undergraduate and 
returning and postgraduate students. Studios are  
available only to postgraduates.

Built  Purpose-built, cluster flats 
style accommodation

Ownership  GSTT Charity (managed by 
Fresh Student Living) 

Room Types  Non-ensuite bedrooms and studios

15/16 Rents £195-249 per week

Built  Purpose-built, cluster flats 
style accommodation

Ownership  Unite Students 

Room Types  Ensuite bedrooms and studios 

15/16 Rents £221-282 per week

Our portfolio continued
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Julian Markham
232 beds (opened in September 2007)

Julian Markham House is located in zone 1/2, a four - 
minute walk from Elephant and Castle underground  and 
overground station. Easily accessible by bus as well, all 
King’s College London campuses can be reached in about  
20 minutes or less. An apartment-style residence, there 
are three to seven bedrooms in varying sizes per flat. 

Ewen Henderson Court
260 beds (opened in September 2005)

Situated in New Cross Gate, Ewen Henderson Court has 
good transport links to Central London and the university. 
New Cross Gate overground station is a three-minute walk 
away, providing quick access into London Bridge and Guy’s 
Campus. The site offers en-suite and standard rooms in 
flat-style accommodation for two to seven students. 

Built  Purpose built, cluster  
flats style accommodation

Ownership Unite Students 

Room Types  Ensuite bedrooms and studios 

15/16 Rents  £192-224 per week

Built  Purpose built, cluster flats 
style accommodation

Ownership  Unite Students 

Room Types Ensuite bedrooms

15/16 Rents £147-155 per week

Stratford One
280 beds (opened in September 2013)

Stratford One is ideally located to make the most of  
student living in London with transport links to all King’s 
College Campuses. Stratford One offers en-suite single 
bedrooms in shared flats. A large kitchen/living area with the 
latest appliances and furniture is shared with your flatmates. 
Large roof terraces offer panoramic views across London and 
the Olympic Park, and common areas and quiet study rooms 
offer students a place to socialise and meet new people. 

Angel Lane
759 beds (opened in September 2015)

Opened in September 2015, Angel Lane is a state of the  
art student residence with rooftop terraces and panoramic 
views over Stratford. You can choose from a range of spacious 
ensuite rooms in a flat with a shared kitchen and living area or 
for more independent living, choose your own studio room. 
Located just a five-minute walk to Stratford station, Angel 
Lane offers an easy commute to all King’s Campuses. 

Built  Purpose built, cluster flats 
style accommodation

Ownership Unite Students 

Room Types  Ensuite bedrooms

15/16 Rents  £179 per week

Built  Purpose built, cluster flats 
style accommodation

Ownership Unite Students

Room Types Ensuite bedrooms and studios

15/16 Rents £189-220 per week

Our portfolio continued
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Our residences
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Urbanest
Hoxton

Ownership profile

Other Nominations

Nominations

Commerical Lease

Leasehold

Freehold

Soft nominations

2014-15
4465 beds

42%

6%

29%

2015-16
4294 beds

45%

31%

16%

7%

2016-17
4294 beds

45%

31%

16%

7%

23%

2013-14
4432 BEDS

50%30%

8%

12%

Nominations

Commerical Lease

Leasehold

Freehold

Soft nominations

2014-15
4,515 beds

43%

6%12%

2015-16
5,297 beds

56%

11%

28%

5%

2016-17
5,379 beds 57%

10%

28%

5%

39%

2013-14
4,361 beds

50%

15%

6%

29%

Nominations

Commerical Lease

Leasehold

Freehold

Soft nominations

2014-15
4,515 beds

43%

6%12%

2015-16
5,297 beds

56%

11%

28%

5%

2016-17
5,379 beds 57%

10%

28%

5%

39%

2013-14
4,361 beds

50%

15%

6%

29%

Nominations

Commerical Lease

Leasehold

Freehold

Soft nominations

2014-15
4,515 beds

43%

6%12%

2015-16
5,297 beds

56%

11%

28%

5%

2016-17
5,379 beds 57%

10%

28%

5%

39%

2013-14
4,361 beds

50%

15%

6%

29%

Nominations

Commerical Lease

Leasehold

Freehold

Soft nominations

2014-15
4,515 beds

43%

6%12%

2015-16
5,297 beds

56%

11%

28%

5%

2016-17
5,379 beds 57%

10%

28%

5%

39%

2013-14
4,361 beds

50%

15%

6%

29%

Intercollegiate Halls

Urbanest Hoxton

Urbanest Westminster Bridge

Urbanest Tower Bridge
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Nominations agreements
These are agreements whereby King’s College London engages 
with a third party provider to increase bed stock in accordance  
to demand. Currently, King’s works with Unite, Urbanest, Fresh  
and University of London. In these agreements, King’s processes all 
applications and assigns successful applicants to residences based on 
their preferences. The third party accommodation partners manage 
the day-to-day operations from students’ arrivals to departures, 
including maintenance and low level pastoral care.

Residences under agreement Beds Agreement Life Tenancy Type Summer Lets

Intercollegiate Halls 495 Renewed annually 40 week N/A

Ewen Henderson Court 260 Year 3 of 5 40 week 11 weeks

Orchard Lisle/Iris Brook 287 Year 3 of 20 51 week N/A

Julian Markham House 232 Year 3 of 5 40 week 11 weeks

Moonraker Point 674 Year 4 of 20 40 week 11 weeks

Angel Lane 759 Year 1 of 3 51 weeks N/A

Stratford One 280 Year 1 of 3 41 week N/A

Portfolio ownership profile
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Demand
Based on the preferences selected at the time 
and shown in the chart below, 69% of applicants 
have chosen their top preferences.

Demographics

Top preferences

King’s  
Residences  
received  
7,500 applications 
for the 14/15 
academic year

NOMINATIONS

COMMERICAL LEASE

LEASEHOLD

FREEHOLD

SOFT NOMINATIONS

Gender
2015/16 

62%

38%

Location
2015/16 

61%

39%

Types
2015/16 

56%

5%
8%

23%

1%
7%

Male

Female

Overseas

Home/EU 

Clearing applicants 

New and returning couples 

New postgraduates 

New undergraduates 

Returning students 

Study abroad and exchange students 
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61%

39%

Types
2015/16 

56%

5%
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23%

1%
7%

Male
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Overseas

Home/EU 

Clearing applicants 

New and returning couples 

New postgraduates 

New undergraduates 

Returning students 

Study abroad and exchange students 

Stamford St Great Dover StMoonraker Point

38% 16% 15%

99.6%
occupancy 

<0.5%
student debt
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Improving student experience

Highlights 

 �KAAS launched

 �  700 students experiencing 
serious financial hardship can 
now access accommodation

 �Allocation process improved 

 �  King’s and KCLSU created  
rent model

 �  Most-in-need allocation 
now helping address 
accommodation costs for 
low-income students

 ‘I am delighted that 
KCLSU have been able to 
work with the university in 
such a constructive way to 
deliver something which  
will change the lives of  
future King’s students’

Jamie Sweeney 
2014/15 VP Welfare and
Community at KCLSU

Affordability 
King’s College London is committed to finding the  
brightest minds regardless of their background and supporting 
them in accessing higher education. That includes ensuring  
we can provide affordable accommodation.

 ‘A key element is how closely the King’s 
College Residences team and Urbanest team 
work together. This relationship makes the entire 
accommodation experience easier for students, 
from finding a room to moving into a room and, 
of course, living in London. Regular meetings 
and updates also address any challenges when 
they arise, with Urbanest acting as a partner  
to the King’s Residences team (rather than  
a supplier). The goals of the King’s College 
Residences team are very much aligned with 
Urbanest’s: to provide well located homes for 
students that enhance their learning experience’

Mark Morgan
Urbanest’s CEO

 �  Rents adjusted to variable 
levels meaning affordable 
accommodation in a range 
of locations 

 �  240 more beds in 2016/17 
– total of 940 beds available
for under £155 per week

 �£300 deposit waived
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Student satisfaction
2,201 Respondents

Features of the residences
Top 10 rankings

Improving student experience continued

95%
would consider living  
there again if possible

35%

22%
6%

6%

5%

16%

5%

5%

Students find day staff 19% more approachable 
than night staff despite 85% saying they would 
speak to our night staff if they experienced a 
problem at night.

Good location

Safety

Staff and service

Visual appeal and comfort

Good facilities

Positive Atmosphere

Good place to study

Social opportunity

Value for money

Access to student  
care and support

72%

48%

42%

39%

38%

37%

30%

29%

23%

11%

87%
Overall satisfaction

77%
reported their living room  
lived up to their expectations

Top requestsImprovements to Residence Life support

faster maintenance  
response

better heating  
and less noise

bigger rooms

better room  
decoration

 

 ‘ A proper avenue for  
maintenance issues’

 ‘ A bit of paint in the rooms 
would make it seem a bit 
more personal’

 ‘ The walls are paper thin 
and the neighbours are 
way too audible’

 ‘ Warmer showers and 
better heating systems’

 ‘ The bed could be more 
comfortable – the mattress is  
very thin and uncomfortable’

 ‘ Improve the introduction 
given to newcomers’

 ‘ It’s a very sociable and supportive 
environment to live in’

 ‘ It’s been everything I’ve 
needed and a place I’ve 
made lots of friends’

 ‘ One of the memorable 
experiences I will treasure’

 ‘ I have been able to feel 
independent and gained 
confidence in doing my  
own thing’

  ‘ King’s Residence is a place 
where you can stay comfortably, 
safely and economically’

 ‘ RLAs are absolutely fantastic’

More information on 
Residence Life services 

More contact with RLAs

Support provided  
is sufficient

More targeted events

RLAs to be more 
approachable 

Better at resolving  
issues/disputes

Better planning of events

Publicise RLA  
contact details more

+

–

Some of the comments  
obtained from 

1,626 students

18%

15%

17%

12%
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Sport with BeActive Halls
BeActive Halls is a  
partnership initiative between 
King’s Residences and King’s 
Sport to deliver recreational 
sport and activity within King’s 
Residences. It has been designed 
to be a social, non-competitive 
platform which boosts students’ 
physical and mental wellbeing. 

Residents can access 39 sessions a week 
over 15 different sports, professionally 
delivered in their place of residence – 
overcoming one of the most common 
barriers to taking up a regular exercise 
routine. At King’s Residences, we  
bring the gym to the students.

King’s Sport needed to make the Be Active 
programme accessible to more students.

King’s Residences wanted to focus on 
proactively providing residents with  
a routine that helps fitness and provides 
a healthy way of de-stressing.

A partnership between King’s Sports  
and King’s Residences was formed with  
the support from the Students’ Union and  
with the aim of extending the BeActive 
Programme to almost 5,000 students 
living in King’s Residences. 

The programme also supported  
networking of students that may  
otherwise never meet, but shared  
a passion for the same or similar fitness 
practices; relationships that would also 
motivate participants to continue their 
exercise routines long after leaving King’s 
residences. By creating an exclusive 
provision for students at halls we are not 
only fostering an active lifestyle, but also 
giving an excellent extra-curricular offer 
that transitions and integrates students  
into the King’s community.

Vision for the future
1,600 unique engagements  
from students with residents 
by 18/19. 

We have launched a new online  
platform for the King’s Community,  
King’s Move, which tracks a user’s activity 
and gives them points for every time they 
exercise (using traditional fitness apps and 
wearable trackers). Users can exchange 
these points for rewards at King’s Food 
outlets, King’s Students’ Union outlets  
or merchandise at the shop. 

Launched

05.10.15
Attendances 

1,670 
to the programme so far

Unique Engagements 15/16

667 

Sport

Morning Yoga at Angel Lane 

Improving student experience continued

 ‘By delivering sessions in and around residences, 
students could access a service as much or as 
little as they want, and all they had to do was 
roll out of their rooms.’

Freddie Dean, 
Sports Participation Manager
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Investing in our people
Over the last 2.5 years,  
King’s Residences have  
made significant efforts in 
creating an empowered, 
committed workforce that 
not only provide the best 
possible customer service  
and pastoral care to our  
students, but also build  
on the skills they acquire  
while with us to achieve  
a very successful career.

Fit for King’s, the Estates & Facilities 
Customer Service Programme designed  
to support our vision of World Class 
Services for a World Class University,  
has been key in support the development  
of our frontline staff.

All King’s Residences staff completed  
the modules in time for graduation 
in April 2016.

Recognition awards are also a great way of 
rewarding the performance against the Fit 
for King’s commitments and contributions 
to student experience. This year, we have 
seen superb examples of this empowerment 
and commitment from our staff.

Diversity & inclusion
As part of our commitment to diversity 
and inclusion, the entire management  
team completed training on Unconscious 
Bias to ensure our diverse workforce and 
residents remain at the forefront of our 
minds, making diversity and inclusion 
second nature to us all.

Staff engagement
Our Staff Engagement Survey  
ran in July-August 2016, covered  
28 questions around the topics of 
motivation, team culture, productivity, 
development, progression and rewards.  
The key findings were:

� There is work to be done around  

instilling pride and confidence in  
our service delivery standards.

 � Issues in the physical environment 
centred on poor temperature control  
and furnishing. 

 � Although a high majority (88%) reported 
getting on well with colleagues, internal 
communication is seen as a weak point 
(only 28% agree that we communicate 
sufficiently with each other). 

 � Although 64% found induction  
training in the department good to 
excellent, the free comments indicate 
that this needs to be revitalised.

 � Lack of time (52%) and awareness 
(36%) were found to be key to non-
participation in available training  
and development opportunities. 

In order to address these  
gaps, King’s Residences has 
committed to:

1
Run quarterly open forums, led by  
Nick O’Donnell (Director of Real  
Estate Management) and Paloma 
Lisboa to improve communications 
and provide the space for the teams 
to come together and ask those 
burning questions as well as driving 
resolution of a carefully chosen day-
to-day issue they face.

2
Publish monthly newsletters,  
starting in September 2016, with 
content derived from the front line 
teams themselves as well as key 
updates on the department and  
links to the university news.

3
Empower local teams to come up 
with solutions that will make their 
place of work more comfortable  
and will work with their manager  
to deliver their proposals within  
the allocated budget.

4
Each staff member will be given  
a 3-hour monthly allowance  
to invest in their training and 
development; line managers will  
be monitored to ensure their staff  
are getting the time to improve 
themselves in line with goals  
outlined on their Performance 
Development Records.

5
New staff members will benefit  
from Peer Mentoring Scheme due  
to be launched in early October  
2016 just before training refresher 
sessions start to be run, covering 
customer service, health & safety, 
systems and standard procedures.

Refurbishment plans & future developments

Important but not essential, 
in order of priority

 �  Flooring: change from carpets to vinyl

 � Furniture upgrade

 � More storage space

 � ¾ beds

 � Modern finish

Residences Ownership Lifespan Last works completed Works starting

Stamford St Leasehold 15 years 2012 Refurbishment, 2017

Great Dover St Freehold No Limit 2010-2014 Refurbishment, 2018

Wolfson House Commercial Lease Up to 5 years 2010-2014 Reactive work only

Champion Hill Freehold No Limit Opened Sep 2014 Redecoration, 2018

Our focus remains providing more 
affordable accommodation, where possible, 
when refurbishing the residential estate. 
The final product must also support the 
standards required to maximise income 
from summer lettings, but sustain the 
primary use of the bedrooms as homes 
for King’s students.

Residential communal spaces such as 
kitchens, living areas and study spaces 
should be given equal attention; as the 
Residence Life programmes have grown  
to become the main driver for student 
satisfaction in university accommodation. 
Student engagement and consultation  
with experts in student accommodation 
development are integral to the decision-
making process in this project.

The design steering group agrees  
the scope of works for each residence,  
based on their projected lifespan. 

This steering group will also  
sign off on final designs, prior  
to works commencing.

Critical improvements
 �  Reactive maintenance costs, particularly 
around shower trays

 �  Overall standard of bedroom,  
in order of priority:  
 – Walls decoration & curtains
 – Flooring
 – Sustainable lighting and heating

Champion Hill sets the standard

! *

Our staff survey has shown

of employees said they 
would recommend 
King’s residences  
as a place to work

said they get along  
with their colleagues 
and work well together

described their 
induction training as 
good or excellent

said their line  
manager demonstrates 
commitment to their 
job performance 
and satisfaction

80%88%

64%68%
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Sustainability
King’s Residences continues  
to deliver against the wider 
university Sustainability agenda 
to reduce energy/water use and 
increase reuse and recycling  
of waste.

Examples of energy and  
carbon reduction projects 
achieved in 2015/16:

 � Solar panels installed on the roof of 
GDSA, which should produce enough 
electricity to power at least 5% of the 
halls demand.

 � LED lighting replacements and 
installation of presence detectors.

 � Removal of fridges in bedrooms at SSA 
and GDSA replaced with communal 
fridges in the kitchens.

 � Student switch off behaviour change 
competition – reducing energy use in  
a fun way.

Switch Off campaign
Student Switch Off is a not-for-profit 
international campaign encouraging 
student action on climate change. Run  
by the NUS, it comprises energy-saving 
competitions within residences, promoted 
via Facebook. The project is sponsored  
by Ben & Jerry’s ice cream, meaning 
fun prizes for keen students. 

Across King’s Residences during the 
autumn term of 2015, energy usage  
was reduced by 6% compared to the  
same period last year, which helped  
to keep over 34 tonnes of CO2 out of  
the atmosphere, saving £8,500. This 
achievement is expected to be repeated 
during the spring term, leading to total 
project savings of 64 tonnes of CO2e  
and £17,000. The project cost £8,000  
to run.

Investing to save
Over this academic year, with the  
support of the Sustainability Team,  
King’s Residences have taken impressive 
steps in becoming more energy efficient:

 �  £150K investment in new fridges at 
Stamford Street Apartments and Great 
Dover Street Apartments resulted in a 
30% energy consumption reduction 
since September 2015

 �  120K was invested in solar panels  
at Great Dover Street Apartments 
delivered over 12% energy reduction 
since its installation in February 2016

Milonee Ruparell secures a GOLD 
Green Impact Award

Holly Hatcher, Receptionist  
at Champion Hill receives award

Re-use scheme
Since 2015, King’s Residences have  
worked with charities to ensure unwanted 
items left when students move out were 
donated to support plausible causes and 
minimise environmental impact. 

 �  In 2015, students’ unwanted  
items generated £30k for British  
Heart Foundation

 �  Crockery, pots and pans have been 
retained in residences to support  
those moving in September 2016

All directly managed King’s  
Residences will be included in the scope  
of King’s ISO14001:2015 certification. 
Sustainability engagement forms a part  
of the residence life programme, to enable 
students to develop sustainable habits as 
part of the Student Citizenship Programme.

As part of these initiatives, we are looking  
at improving the ratio of general waste to 
recycling Eurobins at each residence, with a 
target of achieving 1:3 ratio and a recycling 
rate of 70%.

We are also looking to introduce food waste 
recycling at Champion Hill and conduct 
waste auditing.

91% 94% 96%

93% 94% 96%

93% 91% 94% 96%

93% 91% 96%

93% 91% 94%
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King’s Residences  
Annual Report 2016

kcl.ac.uk/accomm




