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About the consultation  

Reigate & Banstead Borough Council has embarked on a project to transform its three 

community centres at Banstead, Horley (Regent House) and Woodhatch (in Reigate). This 

involves:  

• developing the centres to meet local needs and interests 

• continuing to support the needs of existing centre members, including reviewing the 

membership model. 

To inform this work we wanted to find out about residents’ needs in the centres’ localities, 

existing users’ needs and the services the centres could offer to meet these. We also wanted 

to understand how the centres are viewed by users and the wider community, and users’ 

views on membership.  

By consulting with the community, the council wanted to find out: 

• levels of residents’ awareness of the centres and the services they provide/have provided  

• residents’ and members’ preferences of services that could be provided through the centres  

• centre members’ views on membership 

• feedback from current stakeholders in the centres on the existing community centre offer 

• ideas for new services  

• barriers to using/making more use of the centres. 

We were also interested in how these factors differed between the three localities and among 

different demographic groups, such as by age or gender. 

RBBC carried out three consultation activities in late 2020/early 2021: 

• Discussion groups and interviews with centre stakeholders 

• Surveys with centre users and residents  
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• Data analysis of each locality to find out about the local populations in each area – such as 

age groups, health and socio-economic factors. 

 

These activities followed engagement with community centre staff and complemented 

research into alternative models used elsewhere in Surrey and beyond. 

Key findings 

1. Awareness of the centres’ existence was good (80%) but this was lower among 

younger age groups (under 45s) and there was a perception that the centres were 

people who were old and frail. 

2. Awareness among residents was highest in Banstead (87%) and lowest in Horley 

(69%). 

3. Those involved in the community or with the centres (such as centre staff and partner 

organisations) said that marketing and publicising of the centres needed to be 

improved and that this may increase residents’ use.  

4. Residents highlighted support for loneliness and isolation, activities for older people 

and wellbeing, exercise and relaxation activities as services that they thought would 

be useful to the local community. All received over 80% support. 

5. This result varied by age; younger age groups were interested in room hire and 

services for young people or children while older people prioritised dementia support. 

6. The result varied by location too; residents in Banstead were much less interested in 

activities for under 5s, Woodhatch residents were interested in support for people’s 

mental health and in Horley, interest in poverty support was higher than other areas. 

7. Centre members said they valued their community centre because it offered them 

company or companionship and helped them keep physical and/or mentally active.  

8. From hot meals to IT support, members enjoyed a wide range of the services offered 

by the centres: the top choice for Horley member was the hairdressers and barbers, 

Woodhatch members highlighted the day trips and in Banstead, the top choice was 

the special events. 

9. Views about membership varied between the three centres, with Banstead members 

most likely to state that it was important. Woodhatch and especially Horley’s 

membership are less supportive. 

10. Reasons for membership being important related to sense of belonging and 

commitment. Reasons against were around opening the centre up to a broader range 

of people and affordability. 

11. Other community organisations were keen to work with the council to offer more 

services for the local community or to meet specific needs. 
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12. For residents the main reasons for not using the centres were: lack of awareness 

about their services (25%), not interested in its services (13%) and ‘other’ (21%) which 

were largely related to the current offer not being of relevance to them due to age.  

13. Members who only used the centre once or twice a month said that lack of time and a 

lack of choice of activities were the main reasons.  

14. A range of other barriers were mentioned by small numbers of individuals through the 

focus groups, interviews and survey comments, such as the daytime/weekday opening 

hours being inconvenient, transport and cost. 

How we consulted 

Qualitative activities 

To hear a range of perspectives from people closely involved in the centres, we carried out: 

• 12 one-to-one, semi-structured phone interviews (four per centre) with volunteers and 

users with enhanced knowledge or experience of the centre. (Dec 2020 to Jan 2021) 

• 3 group discussions (one per centre) by Zoom with 10-14 participants each (Jan 2021) 

comprising centre staff and committee members, hirers, RBBC community 

development staff, community organisation representatives, members and volunteers.  

Topics covered: centres’ strengths and weaknesses, benefits to users, who else locally could 

benefit from the centres, how support could be offered, views on membership. 

Quantitative surveys 

RBBC ran two self-completion surveys (15 Feb-22 March 2021). 

Survey 1 to residents 

• Paper survey delivered to 1,000 homes near each of the three centres (3,000 homes 

in total) with a cover letter and Freepost return envelope. 

• Weblink publicised through the council’s communications channels (e.g. Facebook). 

(Option to take part online through weblink also provided with paper surveys.) 

• Question topics: awareness, use/barriers to use of the centres, preferences/ideas for 

current and future services, participants’ demographics (e.g. age, disability, gender). 

Survey 2: Centre members and volunteers 

• Paper survey posted to all centre members and volunteers with a covering letter and 

Freepost return envelope (online access to survey available on request). 
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• Question topics: use and barriers to use of the centre, reasons for using the centre, 

preferences and ideas around current and future services, views on membership, 

information about the participant (age, gender, disability, connection with the centre). 

Survey participation 

 
 

Number of 
surveys 
distributed 

Total 
number 
completed 

Number 
completed 
(online) 

Number 
completed 
(paper) 

Response 
rate 
(based on 
paper 
surveys) 

Residents 3,000 723 212 511 17% 

Banstead 
centre 
members 

599 244 1 243 41% 

Horley 
centre 
members 

127 43 2 41 45% 

Woodhatch 
centre 
members 

480 237 21 216 32% 

 

Table 1: Number of responses and response rate across each of the surveys. 

Results 

The results shown below – which are selected highlights from across the questionnaires – 

show how participants’ responses varied by age and according to the area they lived in or the 

centre they used – a finding we saw throughout the consultation activities.  

Figure 2 also shows the levels of support for different suggested services that could be 

offered in future through the centres. 

Awareness 

In the survey to residents, we asked: “Before seeing this survey, were you aware of any of 

Reigate & Banstead Borough Council's community centres?” 
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Figure 1: Overall awareness of the community centres was good but this varied by age 

group. Younger people were less likely to be aware of them. 

Services for your community 

We asked residents: “Thinking about your needs or other needs in the community, how do 

you feel about each of these services which could be offered at the centres?” 
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Figure 2: There was substantial support for the range of services listed, with residents 

particularly highlighting older people’s services, support for people experiencing loneliness or 

isolation, wellbeing activities and dementia support as services they thought the centres 

should definitely provide or that it would be good for them to provide. 

Members’ reasons for using the centre 

We asked current centre members: “What are your main reasons for coming to the centre? 

(Choose your top 3.)” 

 

Figure 3: Company and companionship was the key reason given by members for using their 

local centre. Keeping physically or mentally active or for a change of scene were other 

popular choices. Members using the Horley centre particularly highlighted seeing the staff 

and volunteers.  

Members’ top activities 

We asked: "Here are some of the services offered at our community centres before Covid. 

Not all were offered at each centre. Which services, classes or activities are you most keen 

to return to when the centres are fully re-opened?" 

The table below shows the most popular choices and how these varied across the three 

centres. 
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Company or companionship

To keep physically active

Seeing the staff and volunteers

For a change of scene, to get me out of my house/flat

To keep mentally active or learn new skills

A wholesome meal

For support or help, e.g. as a carer

To use one of the other services provided

Members' main reasons for using community centre, by 
centre location

Banstead Woodhatch Horley
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Banstead Horley Woodhatch 

Special events Hairdressers/barbers Day trips 

Gentle exercise Social activities Gentle exercise 

Day trips Hot meals Social activities 

Social activities Special events Special events 

 

Table 2: Although there was consensus across the membership about some the most 

popular services and activities, preferences varied slightly too. 

Conclusions 

The feedback from residents, users and stakeholders highlight an opportunity for RBBC to: 

• Build on services currently provided, which are well received by current users, and 

introduce new ones – such as wellbeing activities – to broaden the appeal of the 

centres and reach new audiences. 

• Build on the assets of well-regarded volunteers and staff and on good local awareness 

of the centres to aid the transformation. 

• Review and invest in the marketing of the community centres, particularly in relation to 

perceptions of the centres being exclusively for older people, to boost interest in how 

they can serve their local populations. 

• Take account of the different interests and needs of the three locations in which the 

three centres are offered.  

• Further involve local partners in finding solutions to meet local needs. 

With interests and needs varying between centre members and residents, by centre location 

and by age group, continued engagement is needed to keep all groups informed and to 

ensure the developing centres are relevant and acceptable.  

Engagement would be especially worthwhile for sections of the community who were under-

represented in the survey responses (e.g. men and the 18 to 35 age group). 

As views of the importance of membership vary between the centres, continued member 

engagement around this issue is also needed. 




