
Who completed 
the survey?
We received 1,507 responses
Of those, around 1,000 provided demographic information. We 
have compared this data with 2021 census data which tells us about 
the demographics of the borough. This helps us to understand 
which groups are under or overrepresented in the results.

Responses per ward

Representation of age groups

Representation of those 
identifying as disabled

Representation of ethnicities

Benenden and 
Cranbrook Ward 60

Brenchley and 
Horsmonden 35

Broadwater 40

Capel 22

Culverden 99

Frittenden and 
Sissinghurst 18

Goudhurst and 
Lamberhurst 31

Hawkhurst and 
Sandhurst 47

Paddock Wood East 41

Paddock Wood 
West 38

Pantiles and St 
Mark’s 86

Park 106

Pembury 43

Rusthall 48

Sherwood 46

Southborough and 
High Brooms 62

Southborough 
North 24

Speldhurst and 
Bidborough 51

St James’ 56

St John’s 76

Some age groups were overrepresented (particularly those aged 
56 to 75) and some age groups were underrepresented, specifically 
those aged under 45. We have been actively working to engage 
younger residents through social media and community groups, 
and will continue to do so for all future consultations.

Those respondents who gave their postcode were divided across the 
wards as above. We went out into rural wards to do drop-in sessions 
allowing residents without online access to take part in the survey.
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How did we 
promote the 
survey?

The Old 
School Hall, 
Sandhurst

Benenden 
Village Hall

Copt Hall 
(Hawkhurst) 

Wesley 
Centre

Brenchley 
Memorial Hall

Lamberhurst 
Village Hall

St Phillips 
(Sherwood)

Pembury 
Village 

Hall Speldhurst

Bidborough Village Hall

Southborough 
Hub

The 
Amelia 

Scott

Show�elds 
Hall

St Paul's 
(Rusthall) Goudhurst 

Village Hall
Cranbrook 
Vestry Hall

Drop-in survey session locations

Social media posts
w

Did you 
know?

we received over 5520 
consultation 

responses last year

Residents’ 
Survey

Drop-ins

More dates coming up near you

Mon 
19 
Jun

Tue 
20 
Jun

Wed 
21 
Jun

Thu 
22 
Jun

Why should 
you take the 

residents’ 
survey?

Talking 
Point

Top
 3 reasons

Your 
opinion 
matters!

More diverse 
minds 

make more 
interesting 

plans!

We’ll re-run the 
survey in the 
future to find 
out how well 
we’re doing!

w

We’ve had  over 
1200 responses 

on our residents’ 
survey so far!

There’s still time 
to respond.

Take the survey on 
Talking Point now.

Talking 
Point

tunbridgewells.gov.uk

Local Summer 2023

Date and time Location Postcode

Mon 19 Jun 12.30–2.30pm The Old School Hall (Sandhurst) TN18 5JS

Tue 20 Jun 2–4pm Copt Hall (Hawkhurst) TN18 4LR

Wed 21 Jun 2–4pm Wesley Centre (Paddock Wood) TN12 6DS

Thu 22 Jun 1.45–3.45pm Lamberhurst Village Hall TN3 8DA

Mon 26 Jun 1–3pm Goudhurst Village Hall TN17 1AT

Tue 27 Jun 11.30am–1.30pm St Philip's Church (Sherwood) TN2 3TE

Wed 28 Jun 12–2pm Benenden Village Hall TN17 4DE

Thu 29 Jun 10am–12pm The Amelia Scott TN1 1LS

Mon 03 Jul 12–2pm Speldhurst Village Hall TN3 0PR

Tue 04 Jul 2–4pm Brenchley Memorial Hall TN12 7NX

Wed 05 Jul 9–11am Number 1 Community Centre 
(Showfields) TN2 5PX

Thu 06 Jul 2–4pm Pembury Village Hall TN2 4PH

Mon 10 Jul 2–4pm Southborough Hub TN4 0NA

Tue 11 Jul 2–4pm Bidborough Village Hall TN3 0XD

Wed 12 Jul 2–4pm Vestry Hall (Cranbrook) TN17 3HA

Thu 13 Jul 10am–12pm St Paul's Church Centre (Rusthall) TN4 8RE

If you have any questions about the survey, or how to take part, please 
contact: consultations@tunbridgewells.gov.uk or call 01892 526121. 

Our Residents’ Survey  
is now live. 

This is your chance to give 
feedback on the services we 

provide, our priorities and what 
you think they should be in the 
future. We really want to hear 

from you, so please get involved.

Complete the 
survey online at 
twbc.online/rsr

Residents’ Survey 
12 June – 23 July

Your views matter

Attend a drop-in session 
We’re aware not everybody can take part in online surveys, but 

we want to hear from all our residents – so we’re running drop-in 
sessions across the borough to guide residents through the survey. 

The survey takes 
around 15 minutes to 

complete and will help 
us as we develop our 

long-term strategy for 
the borough 

13

Weekly E-newsletter

Shaping the Borough

Making a difference
Postal and 

e-mail invites
(10,000 residents 

across the 
borough)

In
v

it
ed vs self selected respon

ses

We carried out drop-in sessions across the borough. 
These were designed to help residents without 
access to the internet take part in the survey. We 
publicised these on our social media channels and 
in Local magazine.

We designed a campaign of social media posts to drive engagement 
with the survey. We also ran an Instagram competition where 
participants could be entered into a prize draw.

We sent invites to 10,000 
random households, 
distributed proportionally 
across the borough’s wards.

We shared the survey 
several times through our 
E-newsletter which goes to 
nearly 18,000 residents.
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Satisfaction 
with services
How satisfied 
are you with how 
TWBC runs things?

Very satisfied, 

2%

Fairly satisfied 29%

Neither 

25%

Dissatisfied 

31%

Very 

dissatisfied 

12%While just over 40% of residents were 
dissatisfied with the way TWBC runs 
things, younger residents (under 35s) 
were more positive. 51% of residents 
aged 26 to 35 described themselves 
as fairly satisfied. Overall, around two 
thirds of respondents were either 
satisfied or didn’t have an opinion.

Did you 
know?

Satisfaction levels with 
parks in the borough 

(87% satisfied) 
are above the national 

average (80% 
satisfied)!
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Satisfaction 
with services
How much do you 
feel TWBC acts on 
the concerns of local 
residents?

A great deal 

2%

A fair 
amount 

33%

Not very 
much 

51%

Not at all 

14%You told us that you didn’t feel TWBC 
acts on your concerns very much, so 
we’re listening and making consultation 
an essential part of everything we do. 
We’ve carried out 15 consultations in 
the last 12 months and received over 
7,000 responses. From balancing our 
budget to places to parks, we want to put 
residents’ views at the heart of our work.

This is our first residents’ survey 
since 2015, and we plan to do 
these more frequently.

Our Services
Assembly Hall Theatre
Community safety and CCTV
Council Tax
Crematorium and cemetery
Elections
Environmental health
Health and wellbeing
Housing and homelessness 
Housing benefits
Leisure centres
Licensing
Parking
Parks and open spaces
Planning and Building Control
Recycling and refuse collection
Sports facilities
The Amelia Scott

Other Services
Kent County Council
Education and children
Libraries
Trading standards
Social care and health
Household waste recycling centres
Roads and public rights of way

Kent Fire & Rescue Service

Kent Police

What we’re doing
twbc.online/talkingpoint

What you said

TWBC provides some, but not all of the services 
residents have access to in the borough.
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Funding our 
services
How we spend our budget
The first chart shows all the income the Council receives for a Band D Council Tax property. This includes: 

•	 Council Tax, the proportion shown here is from a Band D property (we keep around 9p per pound)
•	 Income from investment interest
•	 The money we withdraw from our reserves (like a savings account) 
•	 Some services make more money than they cost to run, and so they generate income, this is also shown here. 

The second chart shows how that money is spent on services.

Surplus from some services, such as Parking and Bereavement Services are reinvested into the service, 
plus support other services which helps to balance the Council’s budget.

Considering the range 
of services we provide, 
do you believe that 
represents value for 
money?

No
31%

Don’t 
Know 

24%

Yes 
45%

TWBC does a lot with a little – we have 
the third lowest core spending power per 

dwelling in Kent. This chart represents how 
much or how little local authories across the 

county have available to spend.

Council Tax

Parking

Investment 
interest

Reserves

Bereavement 
services

Housing and 
Homelessness 

services

Rubbish and 
recycling 

collections

Committee 
& Member 

services

Maintenance 
of parks and 
open spaces

Planning 
and Building 

Control

The Amelia 
Scott cultural 
hub services

Street cleaning 
services

Property and 
development 

programme

Environmental 
Health services

Environmental 
Protection & air quality

Assembly Hall Theatre

Community centres and 
community grants

Community Safety and CCTV

Economic Development
Sustainability and footway lighting

Public conveniences

Recreation including sports 
and leisure centres

variation in percentages due to rounding
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“

“

I’d need to see a financial breakdown of 
how and where the funds are spent.

…Generally I'm happy with the services provided but I 
don't access lots of them so don't feel I have a full picture.

A more transparent easily accessible breakdown 
of the services and true remit of TWBC 

covered by Council Tax and how many third 
parties are involved /subcontracted to.

Balancing 
our budget
We asked “What information 
would help you understand 
how your Council Tax is spent?”
And here are some of your 
comments…

We asked: “To help balance our budget, 
what do you think we should do?”
What you told us

”

Reduce or 
cut Council 

services
12%

Charge fees 
to those who 
use a service

37%

Don’t know
15%

Increase 
Council Tax

14%

Other
22%

”

What we’re doing
We’re committed to 
making efficiencies and 
generating income where 
we can, here are a few 
ways we’re doing that.

Town Hall converted into a coworking space 
Converting the town hall into a coworking space will 
provide new office space for local businesses and make 
a significant saving to Council running costs.

The Amelia Scott 
Investment of £23m in a place for the whole community. 
The Amelia Scott combines cultural and learning activities 
and access to Council services under one roof.

Budget survey 
Every year we ask residents for their views on our draft budget,  
our next budget survey will be published in mid-December,  
so keep an eye on our communications.

Initiate and lead, more participation by volunteers to 
maintain green spaces and public rights of way.

Better efficiencies within the system and adoption of suitable technology.

Use smaller offices remote working to avoid the upkeep of old building.

Encourage more varied businesses to come to Tunbridge Wells…

Involve community. Listen to residents…
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Places 
and spaces

Do you consider your local 
area to be vibrant?

Is there a sense of community 
in your local area?

“

”

Good schools and plenty of green spaces.

It has a fair few green spaces and a mix of 
beautiful towns/villages with rural areas.

Small businesses, non-profit / charity 
presence, easy transport links to 

other areas. Tourism interest. Green 
spaces and beautiful parks.

Green and leafy, fair range of 
amenities, character and history.

Access to great public parks and spaces, 
great cultural offer, good schools.

Culture, theatre, The parks, 
the Pantiles, live music.

Good location between 
London and the coast.

Good community and safe to raise a family.

Local markets and activities.

Quaint villages, with local shops.

In a few words, explain 
what you like most about 
living in the borough of 
Tunbridge Wells...
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Living in 
the borough

What we’re doing
You told us you valued low crime levels, 
access to the countryside, clean and litter-free 
streets and a sense of community. Here’s what 
we’re doing to support those areas.

Wellbeing: We’re supporting the community and 
offering residents wellbeing activities, whether 
that’s via the ‘Naturally Creative’ arts and crafts 
sessions at The Amelia Scott, or Wellbeing Walks 
run across the borough by our Health team. 

Wellbeing activities like these benefit residents’ 
health as well as growing their sense of community.

Safety: 34% of respondents rated the level of 
crime an important factor. Our Community Safety 
team works with other organisations, such as the 
Safe Town Partnership across the borough as 
part of the Tunbridge Wells Community Safety 
Unit to keep residents safe. The Community 
Safety team is currently running a survey to find 
out how residents feel about travelling in the 
borough at night. By asking residents about their 
concerns, we can find out how to keep you safer! 

Award winning parks: It’s no secret that our 
parks and green spaces are our best feature! 
Royal Tunbridge Wells in Bloom was one of 44 
community gardening groups who secured a 
place in the finals from the 17 Britain in Bloom 
regions and nations which run individual Bloom 
competitions during the year. They were also the 
only group to achieve a Gold award from all the 
groups nominated from the South East.

Keeping your streets clean: The Council empties 
750 street litter bins across the borough following 
a schedule that sees the most used bins being 
emptied most frequently.

Leaves are swept from the busiest roads and 
pavements in the borough where we know there 
is heavy leaf fall. The leaf sweeping schedule 
is planned in conjunction with the usual street 
cleaning rota.

In your 
opinion, what 
makes an 
area a good 
place to live?

We asked what makes an area a good place to live, and the most important factors according to residents were: 
access to the countryside, the level of crime and anti-social behaviour and clean and litter-free streets.
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Do you feel well 
informed about the 
actions you can take to 
combat climate change?

No

Yes

Changes 
residents 
would be 
willing to 
make to 
help the 
environment

Your 
environment What we’re doing

Co-Wheels: A more sustainable 
alternative to owning your 
own vehicle, the Co-Wheels car 
club provides residents with 
access to a fleet of vehicles you 
can use as and when you need 
to. The car club is so popular 
that in 2023 we added two 
more. There are now eight cars 
available locally.

Better streets: Active travel is 
essential to reducing energy, 
and nearly 600 residents said 
they’d be willing to drive less to 
reduce their carbon footprints. 
We’ve been awarded funding 
to improve traffic issues in 
two neighbourhoods in Royal 
Tunbridge Wells, with a focus 
on active travel access. We 
started this work by running 
a consultation in those areas 
earlier this year and got over 
500 responses.

Pollution Patrol: Our 
environmental protection 
officers are actively promoting 
Pollution Patrol in primary 
schools around the borough. 
Pollution Patrol is an online 
tool designed to educate 
children about air quality and 
how to combat pollution. By 
educating residents on how to 
make a difference, we can work 
together to improve air quality 
and reduce pollution!

Solar Together: We are 
working in partnership with 
other Kent councils to help 
residents transition to clean 
energy in a cost-effective 
way. The Solar Together 
scheme offers residents the 
opportunity to save money 
on solar panels and EV charge 
points. Cleaner energy at a 
reduced cost.

How are you most likely to 
travel in the borough...

Travel

Residents are happy to travel short journeys on foot in the borough, and cars become the 
most popular method of travel for journeys of more than one mile.
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Housing and 
homes
How much do you think 
that each of the following 
factors influences people’s 
decision to move into or 
stay in the borough?

We are progressing 
our Local Plan, which 
determines which 
areas will be developed 
over the next 15 years, 
and what shape those 
developments will take. 
To find out which areas will be changing, take 
a look at our interactive Local Plan map.

You can receive weekly updates on 
planning applications in your local area in 
our e-newsletter.

For more information about planning, visit 
twbc.online/planning

What we’re doing:
Developing our Local Plan and running 
employment events and fairs.

Cost of living support: When asked about 
young people staying in the area, 395 
residents commented on the cost of living 
in the borough. Our Local Plan aims for 
40% of houses developed on brownfield 
sites to be affordable and 30% for those on 
greenfield sites.

We’re offering advice on energy bills and 
consumption, our Economic Development 
team is running employment events to 
help get residents into work. We created 
a £100,000 Community Support Fund. 
This fund provides grants to organisations 
which help combat the cost of living crisis, 
so far we’ve supported Charlie’s Angels, 
Nourish, Number One Community Trust 
and others!

Is Tunbridge Wells 
somewhere you 
can see young 
people remaining 
when they leave 
home?

No 49%

Yes 27%
Don’t know 

24%

“

”

Young people will move for higher education and job 
opportunities. They seek modern urban lifestyles when 

they are single but tend to settle in suburbia when 
married with children when education is paramount.

They want to spread their wings elsewhere 
but may come back to TW later.

Too expensive, poor public transport, Tunbridge Wells town 
looks shabby. Not many opportunities for young people.

Job opportunities, plus the draw of London 
within reach, can see them returning once 

established in a sector / industry though.

What do you think is the main 
reason young people would not 

remain in Tunbridge Wells
Here’s what you had to say:
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“

“
”

”

What one thing 
would you 
change to make 
the borough a 
better place?

TWBC should support historic/heritage celebrations 
to encourage pride in our town.

Invest in your small businesses and non-profits!

More forward-looking changes such as Rapid EV charging provision.

Regeneration of pedestrianised area.

More cycle routes.

Find things for teenagers with no money 
something to do.  Help with isolation.

What would you 
like to see more 
of in the next 
three years

Make the most of our growing tourism economy.

Reduce vacant retail space on the high 
street and shopping centre.

 More youth facilities.

Better community safety.

Climate change action.

Shaping the Borough

Making a difference

twbc.online/alerts

We are taking your feedback on board, and putting 
together our new draft strategic plan which will be shared 

early in 2024. Sign up to our e-newsletter for updates 
on Council news and events around the borough.
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6)	Accessing the council

Accessing 
the Council
If you had a question 
about a Council 
service, would you 
know how to get in 
contact?

Does the Council 
keep you up to 
date on changes 
and news in the 
borough?

Benefits
•	Housing Benefit
•	Council Tax Support
•	Upload your benefit proofs

Bins and recycling
•	Check your bin collection day
•	Report a missed bin
•	Garden waste service sign-up

Business Portal
•	Business support and grants
•	Planning for businesses
•	Business rates and licensing

Council Tax
•	Pay your Council Tax online
•	Pay by Direct Debit
•	Moving house

Housing
•	Housing register
•	Affordable housing
•	Homelessness

Parking
•	Pay a penalty charge notice
•	Appeal a penalty charge notice
•	Parking permits and season 

tickets

Planning
•	Planning applications
•	Pre-application advice
•	Planning support services

Most visited 
online services:

Register for our email 
alerts service

twbc.online/alerts

tunbridgewells.gov.uk TWellsCouncil

TunbridgeWellsBoroughCouncil TWellsbc

78% of residents felt confident that they would be able to get in 
contact if they had a question about a service. Lots of services 
can be accessed online.

71% of residents felt that the Council keeps them up to date with 
changes and news in the borough. The most popular ways of 
keeping up to date were the Council’s weekly email newsletter, 
Local magazine which is delivered quarterly across the 
borough and the Council website.

We’re committed to keeping you up to date 
by publishing news across all our channels, 

including Local magazine. The winter edition 
will be hitting doormats in early December!

Shaping the Borough

Making a difference
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