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Introduction
Crown Simmons Housing was formed in 2014 from the
merger of Rosemary Simmons and Crown Housing
Associations. We were originally established in 1959.
This plan puts together a framework for achievement
for the next 4 years taking us through our 60th birthday
in 2019 towards 2021. We remain committed to
continuing our founding ethos to provide more
affordable housing in our area of operation and
improve services for our customers.
This framework will be reviewed annually to ensure
that we remain on track and are well placed to face
future challenges and opportunities. An annual
operational plan will be put in place each year to
deliver the objectives from this strategic plan.
We have adopted three over-arching objectives for the
delivery of our strategic plan:

1. Improving Customer Service (“Better”)
2. Growing our Business (“Stronger”)
3. Organisational Simplicity, Efficiency and
Value for Money (“Smarter”)

By 2021 we will have:
•
•

•
•
•

•

Improved customer satisfaction
measured by the STAR satisfaction
surveys due in 2018 and 2020
Provided more opportunities to our
residents to be ‘self servicing’ using
digital technology and increased the
number of residents using 'My Tenancy'
and other equivalent tools.
Grown our units in ownership and
management by at least 15% and will be
closer to 1,000 homes in management
Achieved further external recognition
for our positive culture and staff
engagement
An operating margin of 25% with a
target surplus of 10% of our annual
turnover (minimum 2% in any single
year)
Operating costs per unit at the median
level for smaller registered providers
(less than 1,000 units in management)
nationally
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Organisational
Profile &
Operating
Environment

The social housing sector
has changed hugely from
2015 with the election of a
majority Conservative
Government. A number of
challenges have been
thrown down through
reduced income, continuing
reform of the welfare
benefits system and the
proposed extension of the
Right to Buy to housing
association tenants. There
are also wider political
challenges, such as the
‘Brexit’ vote in June 2016,
which have an impact on
the economy.

Boards have been challenged by the Government and
our regulator to consider cost-sharing, merger and
collaboration as ways of ensuring that social housing
assets are fully utilised for the delivery of our purpose
and ensure that new homes are built. Crown Simmons
Housing will consider opportunities as they arise but our
view remains that our Board should take ultimate
responsibility for such decisions.
Pressure on operating costs comes at a time when
customer expectations are rising. More and more of our
customers will be looking to access services online –
reporting repairs, accessing rent accounts, paying
service charges – so we need to respond accordingly.
We will redesign our business processes to provide
more cost effective services which are more convenient
for the majority of our customers and will reduce our
operating costs. But as a small niche organisation, we
also need to remain local and accessible to our
residents.
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We are a social business
and at 1 April 2017 owned
and managed just under
700 homes in the South
East and London – mainly
in Surrey and south west
London – with a turnover
of £4.25m through two
Registered Providers.
We have ambitious plans
to grow our housing
portfolio by around 130
homes over the next 5
years, through new
development and stock
acquisition.

Our Mission

“

Our Vision

“

“

To be a top
performer with a
strong reputation
for innovation,
delivery, customer
focus, and value
for money.
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To develop a range
of homes and
services for the
benefit of lower to
middle income
people who are
unable to access
housing through
the normal market
process.

“

Who Are We?

Our Values
…describe how we act
and underpin everything
that we do.

Innovation
§

§

We embrace change
and encourage new
ideas and forward
thinking.
We challenge
ourselves and seek
ways to do things
better.

Customer Focus
§

We aim to achieve and
maintain high levels of
customer satisfaction.
We support and
respect the diversity of
our people and our
customers.
When things go wrong
we put them right and
learn from the
experience.

§

§

Delivery
§

§
§

We have pride in our
work and take
ownership and
responsibility.
We aspire to deliver
our very best in
everything we do.
We aim to get things
‘right first time’.

Collaboration
§

§

Value for Money
§

§

§

We will provide costeffective solutions
without compromising
quality.
We aim to provide the
best outcomes for
customers based on
their needs and
feedback.
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We recognise the
contribution of
individuals to help
create a successful
team.
We place teamwork at
the core of what we do.
We provide a supportive
and safe environment
that enables talent to
thrive.

What We Will
Achieve
By 2021 Crown Simmons Housing will
continue to be a thriving, local,
customer-focused social business
providing more homes and better
services for residents. We will remain an
organisation that ‘punches above its
weight’ fulfilling our Mission to provide
homes and services for people on low
to average incomes.
Some of the objectives will be delivered
over the life of this plan while others
will require further research and
development, particularly during the
early years.
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How Will We Measure Success?

Objective One:
Improving
Customer
Service

Customer satisfaction with our service will
improve as measured by the STAR
customer satisfaction surveys due in 2018
and 2020. We will have better
understanding and engagement with our
residents, with more opportunities for ‘self
servicing’ using digital technology and
training.

What Actions Will Be Undertaken to Support This Objective?
1. Offer an increased range of digital solutions so that our customers
can self-service where appropriate at their convenience.
2. Investigate new sources of funding to provide support for our
more vulnerable residents.
3. Support our residents through welfare reform with a view to
maximising all income due to both residents and the Association.
4. Complete customer segmentation work to further understand our
customers and their needs, to deliver more meaningful resident
involvement and engagement.
5. Deliver improvement plans from the surveys carried out in 2015
and 2016 and carry out a full ‘STAR’ customer satisfaction surveys
in 2018 and 2020.
6. Procure a single cleaning & grounds maintenance service with
residents involved in shaping the service.
7. Undertake regular customer satisfaction of our repairs service and
review trends.
8. Procure a new utility contract, with a single supplier, to ease
reporting for customers.
9. Ensure that we provide an efficient sales service for our
leaseholders and are equipped to deliver the proposed extension
of right to buy for those who are eligible.
10. Work with partners in our area of operation to develop
employment, training and apprenticeship opportunities both
directly and through our repairs and construction contracts.
11. Partner with one local charity, or cause, and create opportunities
through our annual community award for collaboration to achieve
corporate social responsibility.
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How Will We Measure Success?

Objective Two:
Growing Our
Business

We will be delivering the growth ambitions
set out in our Business Plan for the next 5
years, have established new targets and will
be closer to 1,000 homes in management.

What Actions Will Be Undertaken to Support This Objective?
1. Complete an options review of new sources of funding to support
growth ambitions, which may include refinancing/restructuring
existing debt and secure new funding.
2. Develop our profile through the life of this plan ensuring that there is
greater awareness of our brand. This will include relevant awards and
accreditation, using social media and other marketing techniques as
stronger ‘tools’ to communicate our message.
3. Develop our Management Services offer focusing on long-term
partnerships with the public sector and other organisations without
capacity to manage their own housing stock.
4. Complete the next stage of the Asset Management Strategy Review
and carry out further options appraisals on assets that may not offer
long-term value for money. Ensure a culture of safety as part of this
review.
5. Regularly review and fine-tune our ‘golden rules’ for new
development annually to measure the impact of risk on the business
plan.
6. Embed our approach to Risk Management, regularly testing it against
the economic and regulatory environment.
7. Investigate acquisitions from other landlords in our area of operation
as the pace of consolidation in the sector increases.
8. Our focus will be on the intermediate housing market but we will also
continue to look at other ways of delivering new affordable housing in
our operational area, for example working in partnership with local
authorities to reduce homelessness.
9. Define our ‘red lines’ and requirements around future Merger &
Acquisition opportunities.
10. Develop our organisational capacity as we move closer to 1,000 units
in management and different level of regulatory scrutiny that brings
with it.
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Objective Three:
Organisational
Simplicity, Efficiency
& Value for Money

How Will We
Measure Success?
Our systems and processes
will be clearer and smarter
which will help us provide
better value for money
services for our residents.

What Actions Will Be Undertaken to Support This Objective?
1. Develop our IT Strategy – initially around improving infrastructure, ensuring we
get more from existing systems in the future to further automate business
processes to reduce costs.
2. Develop our suite of operational and Board KPIs including Value for Money
metrics introduced by by the Regulator of Social Housing in 2018.
3. Develop our Value for Money Strategy, ensuring it is in line with our Business
Plan and regulatory requirements.
4. Complete the restructure of our housing service for older people in view of
reductions in grant income.
5. Ensure our operating costs are at the median level for smaller housing
associations by annual benchmarking using services such as Housemark and
SPBM (the benchmaking services for smaller housing associations).
6. Investigate the establishment of tax efficient subsidiaries to limit exposure to
VAT and corporation tax in the development of new homes and provision of
management services for other landlords.
7. Develop our Procurement Strategy to find better ways of achieving best value.
8. Merge/Link corporate trusteeships to reduce the number of individual sets of
accounts required to improve efficiency.
9. Review the cost model for repairs to get the best out of the contract and drive
further efficiencies from the partnering contract for responsive repairs.
10. Review our Corporate Governance model annually to ensure that we are
delivering the highest standards of governance, mitigating against risk and
meeting regulatory requirements and best practice in the sector.
11. Develop our People Strategy will ensure that our staff are managed well and
supported with terms and conditions at the median of the market we operate
in.
12. Achieve further external recognition for our positive culture and staff
engagement.
13. Look after our residents and staff with a strong health & safety and wellbeing
culture.
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Registered Office: First Floor, Aissela, 46 High St, Esher, Surrey, KT10 9QY
Tel: 01372 461440
@crownsimmons

Web: crownsimmons.org.uk

Email: enquiries@crownsimmons.org.uk

/crownsimmons

Crown Simmons Housing is the trading name of Rosemary Simmons Memorial Housing Association Ltd.

