
‘A Day in The  
Life of’ Hilary –  
Housing Services Officer

Hilary Lucas is our 

new Housing Services 

Officer at Mole Abbey, 

The Fairings and Hewitt 

Homes properties. 

“I have held numerous 

roles in the past such as a 

Housing Needs Officer for 

a local authority, in Tenant 

Participation, Sheltered 

Scheme Management & as 

an Area Manager with a 

portfolio of general needs, 

sheltered & supported housing. I have a responsibility to ensure 

that residents live in a safe environment, are able to maintain 

and manage their tenancy, to help them to get the support they 

need, and to ensure residents are involved in how services are 

managed. I believe that communities such as ours can support 

each other, and since starting at Crown Simmons I have seen 

some wonderful examples of residents supporting and looking 

out for each other. One of the schemes I manage has just 

reinstated their coffee mornings, which are not to be missed as 

there are some amazing cake bakers amongst them!”
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PlaceShapers #WeShare Campaign Highlights
During 14-18 October, Crown Simmons supported the #WeShare 

campaign. #WeShare is the fourth national campaign run by 

Placeshapers. It is a national network of community housing 

associations, which focuses on all the great things housing 

associations do to share knowledge, skills and best practice for 

the benefit of all the communities we serve. #WeShare is also 

about our partnerships, and in particular how we work with, 

and share with local authority partners. Throughout the week 

on social media, we gave an overview into our staff wellbeing 

programme and our origins as a housing association, as well an 

insight into the work of our gardener, Steve, at Gunters Mead. 

To see more tweets and posts from the PlaceShapers week, 

follow us on Twitter: @CrownSimmons and check out Crown 

Simmons Housing on Facebook.
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Charity of  
The Year 2019/20
We are pleased to announce that our charity of the year for 

2019-20 is Princess Alice Hospice. They provide compassionate 

care and support for families and their loved ones. We believe 

this is a wonderful charity for us to support and we are looking 

forward to fundraising for them this coming year.

Celebrating Our 60th Anniversary - #CS60
Crown Simmons Housing is celebrating its 

60th birthday this year. We were established in 

1959 and we are proud to celebrate 60 years 

of providing quality, affordable homes across 

Surrey, Sussex and London. To mark the occasion, 

we have launched our celebratory #CS60 

campaign on social media, which reflects on 

our past schemes, our awards, and future aims 

as a housing association. Our celebrations even 

included a Crown Simmons 60th birthday cake! 

A New Home For Georgie 
And His Family
Georgie Tuffs and his family recently moved in to their property at 

Abbey Walk, West Molesey. Here, he tells us why having the chance 

to purchase through our shared ownership scheme has made a big 

difference in their lives.

“Owning was something me and my girlfriend could never imagine. 

Neither of our parents are home owners and we didn’t have any money 

to be offered to us to get a place of our own. Thanks to the shared 

ownership scheme, we have managed to get a lovely home for us and 

our daughter. Not only do we have a house, but a house with lovely 

new fixtures and decorating as well as a nice garden. We now have 

separate rooms from our daughter and she has her own place to play. 

We were never anyone special and with a couple years of savings 

behind us we managed to be home owners. The pride we feel to be 

lucky enough to have our own house and have done it all ourselves is 

a joy every person deserves to feel. I have recommended this scheme 

to everyone who feels they are wasting their money in paying someone 

else’s mortgage”. 

Reminder
Please do not leave any of your personal belongings in 

communal areas. If a member of staff visits your scheme 

and finds any belongings in the communal areas, they 

will be removed.

Christmas Office 
Opening Hours
We will close at 1pm on Tuesday 24 
December 2019 and re-open at 9am  
on Thursday 2 January 2020.
If you need to report a repair during these times please 

contact 01372 619519.

For all heating and hot water repairs and breakdowns, 

contact 0800 012 6991.
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Planned Works at 
Raynesfield
We have appointed AD Construction Group to carry out 

major improvement works at Raynesfield, one of our key 

worker schemes in Raynes Park. We acquired Raynesfield 

in July 2017 and since then we have appointed a surveyor 

to project manage the work, drawn up a specification for 

the works and gone out to tender for a contractor.

Works started in August 2019 and should be finished 

in Spring 2020. It will include new kitchens, bathrooms, 

windows, front doors, boilers, re-wiring and external 

works. If you have any queries about the major works at 

Raynesfield, please contact:

Pippa Claydon (Property & Assets Manager)

Tel: 01372 461454

Email: pippa.claydon@crownsimmons.org.uk

Gunters Mead 
Improvement Works
Following a stock condition survey we drew up a 

programme of works at our retirement leasehold scheme, 

Gunters Mead in Esher. These major investment works have 

included new windows, roofs and external decorations. 

Our Housing Services Officer, Sarah Jones, has been working 

closely with the site supervisor and the residents association 

during the works:

“On the whole the feedback from the residents has been 

very positive, they have commented on what pleasant 

people the operatives are, offer to help carry shopping, don’t 

shout or swear but simply get on with the job in hand. On 

a personal note Cara, the site Manager for the contractor 

and Dean, in charge of the operatives for the roofing and 

cladding work, have been great at liaising with the residents 

and promptly addressing any niggles residents have had – 

they are a pleasure to work with”.

These works are now nearing completion. The project has 

been expertly managed by FFT (an independent project 

managing consultant) and has been delivered by AD 

Construction Group. 

New Estate Services Contractors
Crown Simmons has tendered new estate services to ensure the 

daily upkeep, including grounds maintenance and cleaning, of 

the communal areas at all of our schemes, (with the exception 

of Gunters Mead in Esher, where we have a resident gardener).

We have responded to feedback from our residents that 

grounds maintenance and cleaning were not offering value 

for money and were an area of concern. We have acted on 

this feedback, which involved a number of residents in the 

procurement, interview process and setting of standards. 

We are pleased to announce that Burleys have been appointed 

to provide grounds maintenance and Cleanscapes have been 

appointed to deliver cleaning and window cleaning on our 

estates.   

Both contractors are in the process 

of finalising their schedules. Please 

check your noticeboard and our 

website for more information. 

We would particularly like to thank 

Lisa from Raynes Park for her help 

during the interviews!

A Note From Our CEO
Within this edition of Open House you can find out more 

about our proposed partnership with Southern Housing 

Group and how you can provide feedback on the proposals. 

Please do take the time to provide us with your feedback so 

that our Board can take this into account before they make 

their financial decision.

Earlier this year we asked our tenants and shared owners 

to provide feedback in the form of an online customer 

satisfaction survey. It’s clear that while satisfaction with 

your homes and neighbourhoods remains very high, overall 

satisfaction with our service as your landlord has reduced. 

Satisfaction with the repairs and maintenance service 

in particular, has dropped considerably following new 

contracts for responsive repairs and gas servicing and 

repairs that were introduced in late 2017.

I know that repairs and property maintenance are the  

most important services we deliver. Frankly, our 

performance in this area over the last couple of years 

hasn’t been good enough.

We have acted on this feedback and have been progressing 

the performance issues with the contractors concerned 

over the last few months. 

Gilmartins were awarded an interim contract in 

November 2017 ahead of plans to retender the service in 

summer 2019. There have been a number of operational 

performance issues with the service and this contract 

ended, as planned, on 31 October 2019.

I am pleased to confirm that from 1 November 2019 we 

have appointed a new repairs contractor, DW Support 

Services (DWSS). DWSS deliver asset maintenance services 

and refurbishment to local authorities, housing providers, 

educational establishments and the commercial sector. 

All contact numbers for reporting repairs will remain the 

same and I am confident that you will begin noticing 

an improvement in the way we deliver repairs and 

maintenance very soon.

BSW carry out heating and hot water repairs and servicing 

on a three-year partnering agreement that commenced in 

2017. Performance on the servicing aspects of the contract 

has remained strong and we achieved 100% performance 

for the annual gas safety checks. We will be reviewing 

arrangements for this service in the early part of 2020.

You also provided us with feedback that our grounds 

maintenance and cleaning services were not good enough 

and weren’t offering good value for money. Following a 

competitive tender that involved a number of residents in 

the procurement, I am delighted to say that from we have 

appointed Cleanscapes to deliver cleaning on our estates, 

and Burleys to provide grounds maintenance.

Your feedback has been invaluable in 

our efforts to improve our service. 

 

Paul Yates

Chief Executive

New homes in Elmbridge
Our new development, Abbey Walk, in 

West Molesey, is now completed. These 

new properties are 100% affordable 

housing, with 20 one and two-bedroom 

apartments for shared ownership 

and 8 one-bedroom bungalows and 

flats for affordable rent. The new 

development has been shortlisted for 

‘Best Shared Ownership Scheme (Rural 

and Suburban)’ at the Inside Housing 

Development Awards which take place 

on 27 November 2019. The new shared 

ownership homes, which have been 

built by Bugler Developments, have 

now been occupied by residents.


