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Executive Summary 
 

• In January 2018 Stoll launched a consultation process about the potential redevelopment of 
Sir Oswald Stoll Mansions  

• The proposal is for the redevelopment of the current Sir Oswald Stoll Mansions site, which 
would enable Stoll to provide 300 new homes and support services to thousands more 
Veterans across the country 

• The consultation aimed to inform tenants and other key stakeholders of the proposal and 
listen to their feedback and concerns 

• Comm Comm UK was appointed by Stoll to advise on the consultation methodology, to 
gather and analyse feedback and produce this consultation report 

• The consultation included a seven-week period to engage with and hear feedback from 
tenants and staff members of Stoll 

• The consultation included a permanent exhibition in the Garden Room, which was staffed 
periodically for the first two weeks of consultation and from that point every Tuesday during 
coffee mornings throughout the remaining weeks. The exhibition attracted large numbers of 
tenants who asked questions about the proposal 

• The consultation also included one-to-one meetings with tenants or their guardian. These 
were held with a member of the Comm Comm UK team and a staff member from Stoll if 
requested by the tenants 

• Response forms were made available for tenants to fill in at their leisure or during a one-to-
one meeting. The response form asked specific questions and prompted tenants to give 
feedback on various aspects of the scheme 

• Tenants were encouraged to share their thoughts throughout the process with Stoll staff 
and Comm Comm UK 

• All conversations held with tenants about the redevelopment, whether informally or 
through one-to-one meetings, were recorded on Tenant Contact Forms 

• 126 tenants engaged in the consultation from 120 flats – 85% of the 141 tenanted flats 
• The feedback received illustrated that the majority of tenants who engaged in the 

consultation are generally in agreement with the proposal 
• The feedback illustrated that the principle for the provision of 300 additional homes 

elsewhere was supported by 84% of tenants who filled in tenant response forms (Figure 3a) 
• A number of tenants were supportive of the plans but had questions about the new building 

and whether, aside from the damp and heating issues on the estate, it would be as pleasant 
a place to live as the existing estate  

• Some tenants were also concerned that moving and living with the construction noise may 
be disruptive and noted that they would need appropriate support in dealing with these 
concerns 

• Several tenants were keen to be involved in the design of the new building and suggested 
possible facilities and design points to include such as a drying room, storage space and 
soundproofing 

• Many tenants were keen to know about allocation of the new flats and wanted assurances 
about tenancy agreements and costs of living 

• Initially, some tenants were sceptical about the proposals and were nervous that they would 
be made to leave. However, seeing indicative designs and the model helped provide 
assurances that the proposal had been fully thought through 

• Staff members were also invited to give feedback to the Comm Comm UK team during 
facilitated group discussions at two staff meetings 
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• A number of staff members were generally pleased with the plans and understood there is a 
need to sell land to Chelsea Football Club to increase income that will help Veterans in the 
long-term 

• Staff members noted that the construction period may be very disruptive and said they 
would require more support to ensure the quality of their work with tenants could continue 

• In conclusion, the consultation was successful in opening up strong lines of communication 
with tenants and staff members. Tenants understood the proposal but were realistic about 
the impact this could have on them if it was adopted. It provided reassurance to tenants and 
was valuable in understanding tenants’ and staff views on the redevelopment proposal.   
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Introduction 
 
On Tuesday 16 January 2018 Stoll launched a consultation process for the potential redevelopment 
of Sir Oswald Stoll Mansions.  
 
The proposal, which has now been consulted upon, is to redevelop the current Sir Oswald Stoll 
Mansions site, enabling Stoll to provide 300 new homes and support services to thousands more 
Veterans across the country. To achieve this, Stoll is proposing to build approximately 103 brand 
new state-of-the-art homes on part of the Mansions site and to release the rest of the site to 
Chelsea Football Club.  
 
There are currently 157 flats on the Mansions site, 141 of which are currently tenanted. However, it 
is not anticipated that anyone would have to leave the estate if they do not want to. 
 
There would be considerable building work and disruption on site if redevelopment were to take 
place. It is projected that in 2019, and not before, all 20 flats in the ‘new block’ and 24 flats in the 
western section of the ‘sheltered block’ would need to be vacated and demolished in order for the 
new accommodation to be built. No other flats are anticipated to be affected at this time.  
 
Stoll would work with these tenants to provide alternative accommodation, including on the 
Mansions site. No other tenants are expected to have to move until 2021 at the earliest. All tenants 
would be compensated for the disruption caused.  
 
The programme of consultation, which ended on Tuesday 6 March 2018, was held to engage 
tenants, inform them of Stoll’s proposals and seek their views. Stoll also engaged staff and key 
stakeholders to find out their views. The consultation programme, feedback received and key 
findings can be found in the following report. 
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Why Consult 
 
Comm Comm UK was instructed by Stoll to assist with the tenant and staff engagement around the 
proposals for the redevelopment of the current Sir Oswald Stoll Mansions site. The consultation was 
aimed at informing tenants and other key stakeholders and hearing their feedback and concerns. 
 
Comm Comm UK is a specialist communications agency with expertise and experience in advising on 
and implementing consultation and communications programmes.  
 
Consultation can benefit development schemes by ensuring local residents and the community 
understand what is proposed and why. The consultation process can also inform and improve 
proposals.  
 
Consultation is a regulatory requirement for Stoll and is regarded as good practice generally, in 
relation to proposals of this nature. 
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Methodology 
 
Comm Comm UK worked with Stoll to develop a consultation strategy, plan its implementation and 
undertake the process.  
 
Tenants 
 
The programme of consultation began on Tuesday 16 January 2018 when a letter notifying tenants 
of the proposals and planned consultation was hand-delivered by Stoll staff members. The letter 
invited tenants to the Drop-In Exhibition in the Garden Room. A series of exhibition dates and times 
were planned as well as the offer of one-to-one meetings to ensure as many tenants as possible had 
the opportunity to view the proposals and make their comments. 
 
The process was designed to ensure all tenants, including those with additional access needs, were 
able to engage with the consultation. Once a plan was developed an Equality Impact Assessment 
(EqIA) was undertaken on the proposed consultation process. This resulted in a number of changes 
to the plan to ensure that the consultation was as accessible as possible to the tenants.  
 
This included ensuring: 
 

• All written consultation material was published in Arial font with a text size of 14 
• All written consultation materials were drafted in English  
• Tenants were able to respond to the survey orally if they could not use a written format 
• The consultation website achieved WAI WCAG Double-A conformance.  

 
It was recognised that it was possible that this consultation could have a negative impact on some 
residents with certain mental health conditions, including people with Post Traumatic Stress 
Disorders (PTSD). For this reason, a number of steps were taken to manage the anxiety of the 
tenants; including emphasising to all tenants that they had the option of accessing the information 
(including models) from the Drop-in Exhibition in their own homes. 
 
Where possible, data collected was coded and analysed quantitatively. This allowed us to generate 
statistics and highlight key themes where possible. The coding and comparison of data was peer 
reviewed to ensure the results were interpreted as accurately as possible.  
 
There are 149 existing tenants on the Sir Oswald Stoll Mansions site. Tenants would be most 
affected by moving and the long-term impact of the project. Further information regarding tenant 
consultation is outlined later in this report. 
 
Trustees 
 
Stoll’s Board of Trustees is taking a close interest in the consultation. The Vice Chair of the Board of 
Trustees attended the tenant meeting on 13 February 2018 and listened to the views and comments 
from tenants. Having decided to consult residents about the proposal, the Board of Trustees will 
consider this report which contains the feedback from tenants.  The Board will consider the report 
carefully alongside other information about the proposed redevelopment before coming to any final 
decision. The Board also convened a working group to examine documentation on the proposed 
redevelopment in depth, to hold the senior management team and other colleagues to account and 
to ensure the consultation was carried out appropriately. The working group includes Trustees and 
co-opted members with specific and relevant expertise. 
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Stakeholders 
 
Stoll wrote to a large number of stakeholders to inform them of the proposal. A copy of the standard 
letter is provided in Appendix A. The communication was important to ensure that Stoll funders and 
other partners were made aware of the proposal appropriately. Some letters were followed up with 
phone calls and/or meetings to discuss the proposal in more detail. Of the stakeholders who 
responded to Stoll’s correspondence, there was overwhelming support. After receiving 
communications from Stoll, Greg Hands MP followed up by writing to every tenant offering to listen 
to any concerns. 
 
The types of stakeholder are set out in the table below. 
 

Name of stakeholder group Sub-groups included: 
Stoll  • Patron – HRH Countess of Wessex 

• Current (and former) President/ Chairman/ Members 
• Board of Trustees 
• Staff  

Strategic partners • Funders such as Royal British Legion, Help for Heroes, 
Riverside Housing 

• Key MoD contacts, including Chief of Defence Personnel 
Veterans’ sector • Relevant Veterans’ charities 

• Veterans Gateway 
• Cobseo members 

Compliance • Charity Commission 
• Auditors 
• Home and Communities Agency 
• Bank 

Politicians/ LAs • MoD ministers and shadow ministers 
• Local MP  
• Councillors – Hammersmith and Fulham 

Site users • GP surgery 
• Veterans Kitchen  
• SSAFA 

Community • Local faith and other community organisations 
 
Stoll’s communications team issued a press release to several media outlets on 16 January including 
Armed Forces media, housing titles, outlets in London and some national outlets that were known to 
be interested. The press release which can be found in Appendix B announced the detail of the 
proposal and the start of the consultation. Several comments were included in the press release 
including from Cobseo, Cllr Alan De’Ath, a Mansions tenant, Lord Walker, a Chelsea FC spokesperson 
and Ed Tytherleigh. Media were able to use the materials online including the detail in the 
consultation document and the images. The communications team responded to calls from 
journalists on a case by case basis. Press coverage can be found later in this report. 
 
Existing staff members were identified as stakeholders, at present, there are 49 staff members 
working for Stoll at the Mansions and other sites. It is noted that one staff member lives on-site. 
Staff members would also be affected by the project due to an impact on job roles or the ability to 
continue working, as well as any increased pressure to ensure tenants’ wellbeing.  
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Timeline 
 

Date Activity 
Tuesday 16 January Consultation launches with the hand delivery (Appendix C) to each flat 
Tuesday 16 January to 
Saturday 20 January 

Drop-in Exhibition opens in the Garden Room, it is manned by staff 
members from Stoll and Comm Comm UK on the following dates: 
 

• Tuesday 16 January, 10 am - 7 pm  
• Wednesday 17 January, 10 am - 7 pm 
• Thursday 18 January, 10 pm - 3 pm 
• Friday 19 January, 10 am - 3 pm  
• Saturday 20 January, 11 am - 4 pm 

 
Information Booklets (Appendix E) hand-delivered to each flat on 
Thursday 18 January 

January 2018 First Consultation Newsletter sent (Appendix I) 
W/C 22 January Weekly coffee mornings took place every Tuesday morning, 10 am –  

12 pm, in the Garden Room which had the exhibition boards on display 
and were manned by staff members from Stoll and Comm Comm UK. 

Tuesday 23 January One-to-one meetings commence 
Monday 29 January Second Consultation Newsletter sent (Appendix I) 
Tuesday 6 February Third Consultation Newsletter sent (Appendix I) 
Wednesday 7 February Staff consultation 
Tuesday 13 February Staff consultation 
Tuesday 13 February Tenants’ meeting 
Friday 23 February Fourth Consultation Newsletter sent (Appendix I) 

Tuesday 27 February Delivery of a reminder letter (Appendix C) by hand to each flat 
encouraging tenants who had not yet made a one-to-one meeting 
appointment to meet with the team 

Tuesday 6 March End of period for responding to the consultation 
Wednesday 7 March Delivery of a letter (Appendix C) by hand to each flat to inform all 

tenants the period to submit responses to the consultation had come 
to a close and to inform them of the next steps.  

 
Materials 
 
Letters – Appendix C 
 
Three letters were issued to tenants over the course of the consultation. The letters reminded 
tenants of the consultation, timescales and encouraged them to engage with the consultation. The 
letters also assured tenants that additional support was available in case the process was unsettling.  
 
Response Forms – Appendix D 
 
Response Forms were issued to tenants to encourage them to share their views on the consultation. 
The questions prompted discussion of certain topics. However, tenants used the prompts to explore 
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a range of ideas and express views on the proposal in general and other issues, particularly during 
the one-to-one meetings.  
 
The questions included: 
 

• What are your views on the proposed vision to create 300 additional homes for Veterans 
and to provide support services to thousands more in the coming years? Do you agree or 
disagree with it (please explain your reasons for your views)?  

• What are your views on the proposal to create approximately 103 new properties on the 
existing estate and release the rest of the site to Chelsea Football Club? Please state if there 
is anything you would change about the proposal and please tell us why.  

• Do you have any questions?  
• If the proposal does go ahead, is there anything in particular you would like Stoll to support 

you with personally? 
 
Information Booklet – Appendix E 
 
The Information Booklet included details about the proposal, consultation timeline and information 
on how to feed back to the team. 
 
It included information about: 
 

• The once in a generation opportunity to renew the Stoll estate and help more Veterans in 
the process 

• The consultation process and reassurances that tenants would be fully engaged and their 
thoughts taken into consideration before a final decision is made 

• What the proposal would mean to tenants - seeking tenants’ views and highlighting Stoll’s 
preferred option 

• A timetable of the consultation process and the different ways in which tenants could get 
involved 

• Addressing concerns about support if tenants need to move during construction and 
compensation to help the costs of this  

• How feedback would be used and reported. 
 
Drop-in Exhibition – Appendix F 
 
In preparation for the Drop-in Exhibition, 14 exhibition boards were designed to outline the 
proposals using text and imagery.  
 
The boards included similar information to the Information Booklet but also included: 
 

• A more detailed look at the vision for Stoll 
• Imagery, graphics and sketches of the site plan, layout and interiors. 

 
In addition to the exhibition boards, an indicative scale model of a proposed new building and a CGI 
short film showing the proposed new building were used to illustrate the proposal and offer context. 
 
Tenant Contact Forms – Appendix G 
 
Tenant contact forms were issued to staff and team members to fill in following any conversations 
held with tenants about the proposal.  
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Staff recorded the outcomes of informal conversations with tenants from Tuesday 16 January until 
Tuesday 6 March, which offered an honest insight into the feelings of tenants, their concerns and 
suggestions for the proposal. 
 
Website page – Appendix H 
 
A webpage, www.stoll.org.uk/tenant-consultation, with information about the consultation and 
proposal was launched and made available to tenants. The link was publicised in letters and 
newsletters during the consultation period.  
 
The website page had downloadable documents including the CGI short film, exhibition boards and 
Information Booklet, as well as information about how to get involved and how to feed back views.  
 
Newsletters – Appendix I 
 
Four newsletters were issued to tenants during the consultation period. They were hand-delivered 
to each flat, posted on the Stoll website and also displayed on noticeboards. 
 
The newsletters included information about the consultation, how to get involved, how to feed back 
views, frequently asked questions with answers and also publicised the weekly Tuesday coffee 
mornings where Comm Comm UK and staff were on-hand each week to discuss the proposal.  
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Feedback Received 
 
Who responded 
 
People from 120 flats engaged in the consultation process, through either taking part in one-to-one 
meetings, filling out a consultation response form or having an informal conversation with a member 
of staff. Figure 1 shows the breakdown of how participating flats engaged in the consultation. 

 
Figure 1: Venn diagram illustrating how many flats were represented in the consultation 
 

 
It should be noted that one tenant took part in more than one one-to-one meeting and some tenants 
also submitted more than one response form 
 
The majority of tenants felt comfortable sharing their views during the consultation – whether they 
were in full support of the proposals, concerned about elements of the process or against the idea of 
redevelopment. 
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Some tenants revealed they were unhappy that the initial consultation letter informing them of 
Stoll’s plans were not just posted through the letterbox. They explained they would rather have had 
the letters posted than having to answer the door to receive the letter. In this situation, they were 
informed that staff were instructed to hand-deliver the letter directly. Nevertheless, the Trustees 
were informed of the approach and redevelopment working group agreed that introducing the 
consultation face-to-face was the best approach. 
 
The main themes to arise across feedback from all avenues of consultation are covered below. 
 
Feelings towards the proposal  
 
Tenants were generally positive about the proposal and understood the reasoning. Tenants had lots 
of questions and were keen to know more on the specifics of the proposal (Figure 2). Initially, some 
tenants were against the proposal due to fear of change or the unknown. However, over the course 
of the consultation, tenants developed a greater understanding of the proposal and were relieved 
their concerns had been pre-empted or carefully listened to and considered. Despite this, there was 
still some opposition to the proposal with some tenants feeling that development of the site was not 
necessary. 
 
 

 
Figure 2: Diagram showing what comments, both positive and negative, focused on. Data gathered 
from tenant contact forms, one-to-ones and response forms 
 
Objections 
 
There were very few outright objections to the proposal from tenants. 
 

• One tenant chose to reserve judgement based on what Chelsea Football Club plans to do 
with the land it may buy from Stoll, while another objected to the sale of the land 
completely 
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• Another said the plans for the new building were not clear enough for them to make a 
judgement on. It was explained that this initial consultation is for tenants to give their first 
impressions on the idea of the proposal. One tenant described their love of living where 
they do, and this has led the tenant to not want to move, or want any sort of change 

• One comment focused on the sadness of knocking down ‘good’ buildings to make way for 
new ones 

• One tenant felt the number of new flats on the Mansions site, 103, was not enough 
• During informal conversations, tenants who objected to the proposal spoke of too many 

properties in the space available, not enough outdoor space or gardens and loss of 
community due to the design of flats facing outwards 

• Conversations between tenants and staff revealed there is some residual hostility towards 
the plans, despite understanding the benefits it would bring. The proposed timings of the 
redevelopment were not trusted, with several tenants stating they did not believe the 
construction would finish by the intended deadline. Some of these tenants expressed 
apprehension over the possibility of having to move off site, along with the refusal to accept 
the run-down nature of some of the flats and a refusal to engage in the consultation 
process. A question was raised about the source of finances for the development 

• One resident spoke of feeling ‘sold-out’, but essentially understood the need for the 
proposal. 

• Noise was raised as an objection, with the suggestion the gym is moved to a lower floor and 
the housing block moved closer to the road to allow football fans to cut across away from 
the accommodation. 
 

Stoll will review each area of concern and give it appropriate weight in its decision-making about the 
proposal. 
 
Need for redevelopment 
 
Figure 3 below shows the results of the analysis of the data gathered from tenants through one-to-
one meetings and response forms received during the consultation period in relation to their 
answers to Question 1 and Question 2 from the response form. 
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Figure 3a      Figure 3b 
Figure 3a&b: Diagrams showing: 

a.) Response from tenants to Q1. What are your views on the proposed vision to create 300 
additional homes for Veterans and to provide support services to thousands more in the 
coming years? Do you agree or disagree with it (please explain your reasons for your views)?  
 

b.) Response from tenants to Q2. What are your views on the proposal to create approximately 
103 new properties on the existing estate and release the rest of the site to Chelsea Football 
Club? Please state if there is anything you would change about the proposal and please tell 
us why.  

 
Some tenants and their families were supportive of the idea of more accommodation for Veterans 
and were keen to know what sites Stoll was looking at for the new communities. 
 
Tenants generally accepted that the existing accommodation is ageing and needs replacing, with a 
number of tenants talking of damp in their existing apartments. However, a number of tenants in 
the 400 block queried as to why this relatively new building had to be replaced.  
 
In conversations with staff, some tenants discussed the coldness of existing flats, damp and the need 
for better heating provision. One tenant spoke of cracks in the existing flat, which could get worse 
during construction. Of those tenants who had spent their own money on decorating their homes, 
some tenants asked what would happen as a result. 
 
Question 3 and question 4 of the consultation response forms gave tenants the opportunity to ask 
any questions that they may have, as well as highlight any personal support that they would like to 

84%

12%
4%

Agree Broadly agree, with queries Disagree

61%19%

20%

b.) 
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receive from Stoll if the proposal was to go ahead. The main topics in these responses have been 
summarised below.  
 
Thoughts on a new building and its facilities 
 

 
Figure 4: Illustrative ‘Word Cloud’ showing what facilities and thoughts came up most frequently 
when discussing the new building and its provisions 
 
Most tenants were pleased about the proposal for a new building. There were some questions about 
fire safety, preference for being allocated accommodation on certain floors and with or without 
views of Chelsea Football Club, storage and services such as a laundry room and guests rooms. 
 
These topics featured heavily in one-to-one meetings with tenants, who cited various issues they 
would like addressed, in relation to the design of the new building, the floors and apartments they 
would be allocated, and the facilities available as highlighted in the paragraph above. 
 
3% of residents spoke of a desire to be reallocated to an apartment next door to their current 
neighbours. 
 
During conversations, tenants seemed to feel comfortable discussing their specific needs and wants, 
many of which reflect comments made during Drop-In Exhibitions and within feedback forms.  
 
Suggestions and requests 
 
These tenants spoke of the need for storage and larger rooms; specific requests for a walk-in 
shower; a buggy store; the need for laundry facilities; requests for pets; requests to be on certain 
floors and next to specific neighbours or away from certain others; particular views, for example 
over the railway line or of Chelsea Football Club; a choice of white goods; the need for extra 
bedrooms for guests; and the desire to be involved in the details for kitchen fittings. One tenant 
requested a like-for-like flat when reallocated accommodation in the new building. 
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One resident was keen to become a trustee or part of a working group while another said this would 
be a good time to preserve the history of Stoll in archives and displays. 
 
There were many suggestions for the provision of facilities to cater for social events, interests and 
pastimes, including the introduction of beehives on the roof garden, a Sky package in all flats, a 
wood and metalwork workshop, a 25-metre swimming pool or hydro pool for rehabilitation and the 
reallocation of the memorial garden, certain plants and a flag in the roof garden. 
 
Security and privacy issues were discussed, including the installation of one-way glass on the ground 
floor and a clear barrier between the public walkway and the Stoll land – partly to maintain the 
security, but also to preserve the seclusion and quiet that is valued by some. 
 
Design 
 
There was also some concern about the height of the kitchen units and the open plan nature of the 
proposed lounge/kitchen areas. Some tenants highlighted their phobia of lifts, tower blocks and 
mobility issues, which would need to be taken into account when reallocating accommodation. 
 
Some disabled tenants questioned if the new flats would be big enough for their needs. 
 
Some long-term tenants remembered the last time the Mansions were improved over 30 years ago 
and the stress involved. 
 
There were a few comments about the design of balconies and heights of balustrades. 
 
With regard to the design of the building, some tenants asked if the new building would look like a 
hotel and encourage the public to try and enter. One tenant suggested making the proposed 
basement car park deeper to provide more parking, which could be beneficial to the Council and 
bring more money in for Stoll. 
 
Chelsea Football Club and its boundaries 
 
There was a concern that Chelsea Football Club may knock down the Stoll arches, whether Stoll 
would do all it can to ensure that does not happen in negotiations and what measures could actually 
be put in place to protect it. There were also concerns about how big the new buildings in the plaza 
will be once Chelsea Football Club has completed their designs. However, it was explained that Stoll 
will not be able to have any decision-making powers about the land’s future use.  
 
There was a concern about the boundary between the new building and the potential new plaza. It 
would be important to some tenants to ensure fans do not use the Stoll gates to try to enter the 
plaza or walk down to the main reception in the new building and try to gain access. There was a 
suggestion that there may need to be physical security staff on match days.  
 
Temporary accommodation during construction programme 
 
The location, design and nature of apartments allocated during the construction period were of 
concern to some people. While several tenants mentioned specific preferred locations during this 
time, others were concerned about the impact on their health and specific medical equipment they 
may have trouble transporting to the temporary accommodation. 
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Informal conversations identified some preferences for tenants to be allocated temporary 
accommodation on-site and near carers so caring can continue unhindered. 
 
Some tenants requested temporary accommodation in specific areas outside of Stoll to meet their 
needs for commuting or to be near family. However, others were insistent on not being placed in 
Aldershot. Some tenants indicated they may choose to move out and use the compensation of 
£16,000 to move away completely, to the north of England, the countryside and even abroad. 
 
There were requests to be rehoused on-site during construction, with other tenants stating the 
double move would put too much stress and pressure on them at their advanced age. Sadness was 
expressed by some tenants that the safe and ‘family’ environment that has been developed over the 
years would be lost, however, they were also supportive of the long-term benefits of the plans. 
 
One tenant was happy with the proposal but is considering several options due to the impact of 
noise during construction. 
 
While compensation was considered generous by some, there was a query on whether moving costs 
were separate or included in the compensation. 
 
Construction programme 
 
Tenants raised concerns about the impact of construction and parking during this process. Some 
tenants were also concerned about the effect of disruption from the Chelsea Football Club 
construction. It was suggested that some tenants may need to leave the site until all disruptive 
works are complete.  
 
Tenants told staff they were worried about the noise from Chelsea Football Club and the 
construction programme, Sainsbury’s and the noise of lorries turning, reversing and unloading. They 
feared it would be too noisy during this period, especially when windows are open. 
 
There was some concern about security for Stoll during the construction period. It was said that 
during the day, builders may try to enter the Stoll site and use the garden and during the evening, 
there could be more anti-social behaviour encouraged by the nearby construction site.  
 
There were questions and suggestions about facilities during the period of construction such as 
more day trips, the need for a laundry facility and the provision of an external location for respite, 
such as a community centre. All suggestions are included in Appendix J.  
 
One tenant enquired about a job in carpentry during the construction process.   
 
Moving  
 
Some tenants, those who are particularly reliant on carers and are house-bound, were concerned 
about the potential moving process. They explained they would require a lot of support to move 
homes and would need assurances that temporary and new accommodation would meet their 
needs.  
 
19% of the tenants mentioned concerns about moving, in the consultation feedback forms – in 
particular, the help that would be required to move furniture and medical equipment into 
temporary accommodation, then again into the new apartments. Help with packing was also 
mentioned by a number of tenants. 
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Informal conversations revealed a need for support in packing and moving home, with physical help 
required to move items of furniture. 
 
Support for Veterans elsewhere 
 
Tenants and their families were supportive of the idea of more accommodation for Veterans and 
were keen to know what sites Stoll was looking at for the new communities. 
 
Chelsea Football Club’s use of land  
 
12% of tenants expressed concerns that the Chelsea Football Club’s future plans may overshadow 
the new apartments, be noisy and are located too close to Stoll. Some tenants also felt the 
remaining land should be used for the benefit of Veterans, rather than be sold to Chelsea Football 
Club. 
 
This theme was also highlighted in the consultation feedback forms, with 6% of tenants who were 
not in support of the vision for Stoll citing their reason as Chelsea Football Club’s plans and the loss 
of land that could be used instead for the benefit of Veterans. 
 
During conversations with staff, tenants questioned the timeline for Chelsea Football Club’s 
construction, what the parking provision was for tenants and visitors and if there would be an 
increase in council housing in the area. 
 
A suggestion for land bought by Chelsea Football Club included use as office space and for Veterans’ 
charities, while other tenants questioned whether Chelsea Football Club’s plans would involve a 
high-rise building. They wanted assurances that it would not. 
 
Concerns over match day security were also mentioned during consultation by a few tenants, with a 
few residents raising the possible inclusion of boundaries and security measures in the design to 
ensure that Chelsea Football Club supporters did not infringe on the new building during match 
days. 
 
Compensation 
 
The overriding question about compensation related to the timing – when it would be received and 
what it was to be used for. It was explained by some tenants that they would like compensation to 
be paid in stages and should cover costs of moving. Some tenants saw this as a good time to leave 
Stoll, while others felt they have to leave because Chelsea Football Club is expanding. 
 
One tenant felt that staff should also receive compensation for disruption and their changing job 
roles, this tenant also raised concerns over delays in construction and felt that further compensation 
should be offered to tenants and staff alike as a consequence of any delays in the redevelopment.  
 
A few tenants queried the compensation that is being given, with questions including whether there 
is extra compensation for married couples or two-person occupancy flats and the amount of tax that 
is expected to be paid on any compensation. One flat raised concerns over the fact they have 
already paid to redecorate their current flat.  
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One tenant expressed concerns regarding the effect of any compensation on their benefit claims, 
and whether it would be counted as savings and cause their benefits to be sanctioned.  
 
While many tenants felt that the potential compensation was generous, 2% of tenants that took part 
in the consultation process felt that it did not go far enough to satisfy the potential upheaval of 
tenants.  
 
Tenants’ health and wellbeing 
 
One area highlighted by some tenants in the consultation forms was the feeling of vulnerability, in 
particular, concern about their physical and mental health and the impact the move and change 
would have on them and their family members. These concerns were shared by 15% of tenants that 
participated in the consultation process.  
 
Tenants’ conversations with staff confirmed these concerns, with some tenants discussing their 
anxiety about the development and how the move and construction would affect their PTSD.  
 
One tenant raised concerns about their support worker no longer working at Stoll, while another 
feared they may become homeless but was reassured by staff. 
 
Medical conditions were mentioned, some older tenants with health concerns worried the 
construction would make their conditions worse and some others with anxiety and mental health 
concerns were very apprehensive about the disruption and noise. The proposal appeared to be 
playing on the minds of some tenants, who said they are having difficulty sleeping or thinking of 
anything else until a decision is made. 
 
There was a request for additional counselling from MIND to help with mental health issues during 
the moving process as well as adjusting to the new apartments. 
 
Suggestions made via feedback 
 
Some tenants made specific requests in their feedback regarding matters such as particular facilities, 
the design of the scheme and support with moving. A full table highlighting the number of responses 
for each suggestion can be found in Appendix J. 

Staff Consultation 
 
Two consultation sessions were held with staff to hear their views and suggestions. These were held 
on Wednesday 7 February 2018, attended by approximately 35 members of staff, and Tuesday 13 
February 2018, attended by six members of staff. Staff from all the Stoll sites attended.  
  
The exhibition boards and the scale model were on display in the Wellbeing Room and staff 
members were split into four groups, with one facilitator to discuss the proposal, vision and answer 
any queries they had. The response form for staff listed four questions. The feedback from each 
question is outlined below. 
 
Q1. What are your views on the proposed vision to create 300 additional homes for Veterans and to 
provide support services to thousands more in the coming years? Do you agree or disagree with it 
(please explain your reasons for your views)?  
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• A number of staff were generally pleased with the plans and understood there is a need to 
sell land to Chelsea Football Club to increase income that will help Veterans in the long-term 

• They believed that, as the Head Office, the Mansions Estate should be exemplar and the 
legacy of Stoll needs to be continued 

Q2. What are your views on the proposal to create approximately 103 new properties on the 
existing estate and release the rest of the site to Chelsea Football Club? Please state if there is 
anything you would change about the proposal and please tell us why.  

• Staff felt the number of flats should be higher to support more Veterans 
• They also asked for the provision of a staff room, to assist their wellbeing and have lunch 

away from their desks 
• An additional staff room on the 8th floor near the communal areas should be included as 

staff would be a long way away if anything happened 
• There was a request for office facilities to be open plan and flexible and the inclusion of a 

sound proofed room for confidential conversations and meetings with tenants 
• It was important to staff to be located in the same building at the Mansions site and retain 

the building for Stoll rather than office space to be rented to external parties 
• Staff felt construction workers should have a good understanding of tenants’ vulnerabilities 

to help reduce stress for staff and make the construction period more manageable for 
tenants 

• Staff were concerned about tenants and construction workers mixing 
• The community space should be as flexible as possible, with a double height ceiling and 

partitions 
• It will be important to create safe, quiet space for both tenants and staff during the 

construction process 
• The fire safety risk of cladding and the tower were discussed and the need for a suitable fire 

safety system in the new building 
• There should be some allocated staff parking 
• On match days the crowd should be kept further at bay by placing stalls at certain points 

along the boundary wall  
• Staff wanted to understand what processes would be put in place to support the wellbeing 

of tenants with mental health issues 
• The security of the new Stoll site was of concern, particularly on match days. Staff wanted to 

know how this will be managed 
• The risk of the balconies and the potential for vulnerable people to get hurt was discussed. . 

Question 3 and question 4 of the response forms presented staff with the opportunity to ask 
questions about the proposal and specify if they had any concerns regarding receiving support from 
Stoll if the proposal were to go ahead. Some staff had questions over the demand for flats, what 
Chelsea Football Club may build next door and how this may change the character of the area for 
good. Staff were keen to have all offices on-site and some suggested that part of the site should be 
primarily for office use with less accommodation, as the area is becoming less suitable for housing 
vulnerable Veterans.  
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Press and Media Coverage 
 
Press coverage following the launch of the Stoll proposal was favourable, with most articles taking a 
factual approach and outlining the plans and their benefits. 
 
There was one opinion piece, which was positive and several articles that focused more on Chelsea 
Football Club’s plans for the stadium, which includes buying land from Stoll. 
 
One article appeared in a national newspaper, with the majority being from trade or special interest 
publications. Three articles appeared on community websites that focus on what is happening in a 
small and specific area. 
 
Social media posts (Facebook and Twitter) were mainly positive, with one Twitter user criticising 
Stoll. The account is owned by a Stoll tenant. The others, including social media posts from 
politicians, special interest groups and publications, were favourable. 
 
An outline of the content in each online publication is given below, along with a summary of the 
social media posts. 
 
Press 
 

 
Figure 6: Screengrab of Forces TV article 
 
FORCES TV 
https://www.forces.net/search?keys=stoll 
Tuesday 16 January 
 
A short online story and broadcast report on Forces TV (2 minutes 27 seconds). The report was 
factual, outlining the plans and the start of consultation. It featured a tenant case study who spoke 
favourably of Stoll and its support. 
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INSIDE HOUSING 
https://www.insidehousing.co.uk/news/news/veterans-housing-association-to-sell-part-of-site-to-
chelsea-for-football-stadium-redevelopment-54053 
Tuesday 16 January 
 
A factual piece with comments from Stoll and Chelsea FC. The online story outlined the proposal 
briefly, talked of the impact of the proposal on tenants (that Stoll is working hard to ensure tenants 
do not have to move away), and the costs related to the Chelsea FC redevelopment and the 
estimated proposed payment of £50m to Stoll for its land. 
 
COBSEO 
https://www.cobseo.org.uk/proposal-provide-new-homes-support-services-homeless-vulnerable-
veterans-across-country/ 
Tuesday 16 January 
 
The article provided an overview of the proposal and talked in more detail of the positive impact 
they will have on ex-servicemen and women. 
 
PATHFINDER INTERNATIONAL 
http://pathfinderinternational.co.uk/proposal-to-provide-homes-for-vulnerable-veterans/ 
Wednesday 17 January 
 
A straight-forward piece on the proposals and the benefits to Veterans. 
 

 
Figure 7: Screengrab of getwestlondon article 
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GET WEST LONDON 
https://www.getwestlondon.co.uk/news/west-london-news/chelsea-fc-looking-buy-land-14167658 
Friday 19 January 
 
This article, which also featured an online CGI video provided by Stoll, took the angle of Stoll selling 
more than half its land to Chelsea FC. The view-points of Chelsea and the council are given first to 
show how selling the land will benefit Stoll “for years to come”. 
 
LOOK WEST LONDON 
http://lookwestlondon.com/stoll-consults-on-land-sale/ 
Friday 19 January 
 
This short news item focused on plans to sell land to Chelsea FC, how much land will be sold, plans 
to build 300 homes around the country and that consultation had begun. 
 
RADIO JACKIE 
http://news.radiojackie.com/2018/01/the-mp-for-chelsea-and-fulham-met-with.html 
Friday 19 January 
 
This three-line news in brief talked of MP Greg Hands’ talk with Stoll CEO Ed Tytherleigh about Stoll’s 
plans.  
 
SOCIAL HOUSING 
https://www.socialhousing.co.uk/news/news/veterans-housing-association-to-sell-estate-to-
chelsea-fc-54163 
Wednesday 24 January 
 
This piece was a repeat of Inside Housing’s article. The two magazines are part of the same group. 
 
SENIORS WEEKLY 
Unable to find source. 
Monday 29 January 
 



 24 
 

 
Figure 8: Screengrab of Quest article 
 
QUEST 
https://www.questonline.co.uk/news/article/a-new-vision-for-vulnerable-veterans 
Thursday 8 February 
 
The article was an opinion piece about the essential need for support services for Veterans. It talked 
about the kinds of challenges Veterans are faced with, then later in the article discussed Stoll’s 
proposal.  
 
The focus was on the fact the proposal will provide 300 homes across the country, and how this will 
benefit the Veteran community. It praised the compensation scheme and hailed the range of 
outreach support offered by Stoll. 
 
BUILDING DESIGN 
https://www.bdonline.co.uk/news/prp-picked-for-veterans-homes-funded-by-chelsea-fc-
deal/5091770.article 
Friday 2 February 
 
This article cited PRP as the appointed architects and gave details of the proposal. 
 
FULHAM SW6 
http://www.fulhamsw6.com/default.asp?section=info&page=stoll004.htm 
Friday 9 February 
 
The website outlined the proposal and went into more details about what the plans will actually 
include. 
 
THE EXPRESS 
https://www.express.co.uk/news/uk/917171/chelsea-news-Roman-Abramovich-new-stadium-
veterans-house-Sir-Oswald-Stoll-Mansions 
Sunday 11 February 
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The article talked of Roman Abramovich offering money to Stoll tenants to move out, so he can buy 
the land for Chelsea FC’s already over-budget plans. However, the article went on to explain the Stoll 
proposal, before going back to discussing Chelsea FC’s plans.
 
Social Media 

 
TWITTER 

Stoll  
https://twitter.com/stoll_veterans  
https://twitter.com/Ed_Tytherleigh/status/95
5822813184757760 
https://twitter.com/Ed_Tytherleigh/status/96
9251270056869888 
https://twitter.com/ForcesPensions/status/95
3279282750607370 
Ed Tytherleigh’s tweet on January 23rd about 
briefing Tobias Ellwood on the proposal was 
liked 10 times and retweeted twice.  
Another tweet on March 1st from Ed 
Tytherleigh showed tenants engaging in 
consultation. This received one retweet.  
 
Stoll’s tweet sharing information about the 
proposal on 16th January was retweeted by 
Forces Pensions, which was in turn liked by 5, 
retweeted 5 times and received one 
comment. 
 
 
 
Pathfinder magazine 
https://twitter.com/pathfindermag/status/95
3599039026745345 

 
The publication tweeted a link to its story 
about Stoll’s proposal on January 17th. This 
was liked 6 times, retweeted 7 times and 
commented on once.  
 
Greater London RFCA 
https://twitter.com/GLRFCA/status/95431428
2489049088  
  
GLRFCA tweeted about the plans on Monday 
19 January, which received two likes and a 
retweet. 
 
Macmjock 
https://twitter.com/macmjock/status/958158
021737279489  
  
A Stoll resident tweeted on January 28th 
requesting a group tenants’ meeting rather 
than just one-to-one meetings. 
 
The same account tweeted on many more 
occasions. One tweet criticised Stoll for 
having empty flats while the other accused 
them of leaving Veterans homeless.

 
FACEBOOK 

 
RFEA Ex Forces Employment Programme 
https://www.facebook.com/RFEATheForcesE
mploymentCharity/ 
 
On Saturday 20 January, RFEA published a 
post about the proposal, which was liked 29 
times, commented positively on twice and 
shared 13 times. 
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Stoll 
https://www.facebook.com/StollVeterans/  
 
Stoll’s Facebook post launching the proposal, 
sharing a piece on LinkedIn, reached 183 

people, was liked by four people and 
commented on positively once, to which Stoll 
replied. The comment also asked a question 
about lifts. 
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Conclusion 
 
The consultation process has engaged 126 tenants in total, via letters, Drop-In Exhibitions, one-to-
one meetings, consultation forms and informal discussions. 
 
Tenants were generally in support of the proposal, but raised questions about aspects of the 
construction process, reallocation of flats and facilities available in the new building. Some concerns 
were also raised about selling land to Chelsea Football Club, what the club will build and how the 
land could instead be used to support Veterans. 
 
The consultation process highlighted objections to the proposal from tenants, these ranged from 
tenants not wishing to move from the current site, disruption to tenants lives during construction 
and concerns over the design and layout of the flats and the building as a whole. A number of 
tenants raised further concerns about the security around the site during Chelsea Football Club 
match days, with a number of tenants suggesting a clear boundary between public space and the 
Stoll site.  
 
Staff were also consulted formally on two occasions and were generally in favour of the plans. 
Comments were weighted towards staff wellbeing, the mental health of tenants and staff facilities. 
 
In conclusion, the vision for Stoll is generally accepted and favoured by both tenants and staff who 
responded to the consultation. However, some questions and concerns were raised during the 
consultation, mostly relating to the design of the new building, support when moving and the use of 
Chelsea Football Club’s land. 
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Appendix 
Appendix A – Stakeholder Letter 
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Appendix B – Press Release 
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Appendix C – Tenant Letters 
 

 



 34 
 



 35 
 



 36 
 



 37 
 



 38 
 

 
 
 
 



 39 
 

Appendix D – Consultation Response Form 
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Appendix E – Information Booklet 
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Appendix F – Drop-in Exhbition Boards 
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Appendix G – Tenant Contact Form 
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Appendix H – Web Page 
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Appendix I Newsletters 
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Appendix J – Matrix of Suggestions 
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