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Fundraising for Princess 
Alice Hospice
In December 2019, a few of our colleagues took part in a Santa 

Fun Run in Bushy Park, to raise money for our Charity of the 

Year, Princess Alice Hospice. We even dressed up as Santas 

for the occasion! We are pleased to announce that we raised 

£1500.00. Well done to all involved!

On 15 December, we took to the streets of Esher High Street 

fundraising for Princess Alice Hospice. Thank you to everyone 

who donated! If you missed  

us but would like to donate to 

Princess Alice Hospice, please  

visit the following website:  

https://www.pah.org.uk/donate/

Did you know that you should test your smoke alarms at least 

once a month? Or that you should have smoke alarms on every 

floor of your home? Or that your local fire and rescue service 

do free home visits to make sure your home is fire safe? 

The Fire Kills campaign returned throughout March and April 

promoting fire safety behaviours to adopt around the home. 

Visit the website for helpful tips and advice: firekills.campaign.

gov.uk 

It only takes one accident to start a fire. Fire Kills.  
Let’s prevent it. #FireKills 

@ukhomeoffice    @ukhomeofficegov  

 @ukhomeoffice

#FireKills Campaign

Reminder
With fire safety in mind, 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 or blocking  

any exits, they will be removed.
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Partnership Update 
In the last edition of OpenHouse we asked you to send your views and feedback 

about our discussions to form a partnership with Southern Housing Group.  

Thank you to everyone who contacted us. Both Boards have reviewed the  

feedback from residents and completed the due diligence. There were no 

significant issues raised so we joined Southern Housing Group as a subsidiary 

organisation on 1 April 2020.

How will this affect you?

The terms and security of your tenancy agreement or lease won’t change - 

you will remain a tenant or leaseholder of Crown Simmons Housing, Fellowship 

Houses Trust or Hewitt Homes. All your rights will remain the same and you 

won’t have to make any changes to how you pay your rent or service charges.

There are no immediate changes to the staff or contact details of those 

managing your home, including our repairs contractors. We will retain a local 

office in Surrey and the ‘Crown Simmons’ name and brand. 

Customer Feedback – 
You Said, We Did

Rent Increase 
– April 2020

On 1 November 2019, we started a contract with our new repairs contractor, 
DW Support Services (DWSS). This was in response to feedback that 
customers were not happy with the service and improvements were needed.

We’ve been asking customers their opinion of the new repairs service, once 

they’ve had a repair completed by DWSS. The survey asks residents to give 

ratings out of 5 for their repairs and to also tell us why they provided their 

repair rating. We’re happy to report that we’ve seen an increase in customer 

satisfaction since tendering our new contract with DWSS.

Overall, you’ve rated us 87%, with most residents giving us a score of 4-5 out  

of 5. (December 2019-February 2020). 

Residents also gave feedback on the final outcome, how long their repair took 

overall, the number of times they had to contact DWSS and commented on how 

polite and friendly staff had been. 

From April 2020, housing associations 

were able to increase social and 

affordable rents by the Consumer Price 

Index (CPI) +1% each year, in line with 

current Government policy. This follows 

affordable and social rents going down 

for the last 4 years. 

We understand that this is a difficult 

and uncertain time for many of us. 

We support the National Housing 

Federation pledge - the commitments 

include not evicting tenants suffering 

from financial hardship and helping 

residents access benefits and other 

support. If you are concerned about 
paying your rent, please contact our 
Team and leave a message for help 
and advice on 01372 461440. Further 
help and resources can be found at: 
https://www.shgroup.org.uk/about-us/
covid-19-coronavirus-updates/rent-
accounts/
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Repairs
Given the current situation with Covid-19, services from our repairs contractors 
are disrupted until further notice. Both DWSS and BSW have moved to 
an emergency service only. This means other routine repairs have been 
postponed. All eligible, general repairs, including those which are out-of-hours 
emergencies, should be reported to 01372 619519. 

Residents who live at schemes with a community alarm system (red cord), pull 
your red cord for an emergency repair or medical emergency. 

For heating or hot water repairs (including electric boilers) call 0800 012 6991. 

If you have a gas leak, please call the National Grid on 0800 111 999. 

Repairs that seriously impact the ability to live in your home comfortably, or may 

affect your health and safety, will be attended to within 24 hours. Depending 

on the severity of the issue we may attend sooner should this be deemed to be 

necessary. More details about what we consider an urgent repair can be found on 

our website: www.crownsimmons.org.uk PlaceShapers –  
South East 
Communications 
Network
We’re part of the PlaceShapers 

community, which is a network of 

community-based social housing 

providers. Alongside 4 other housing 

associations in the South East, 

we’ve been involved in the March 

PlaceShapers campaign. This is to 

promote all the things we do to help 

our residents, build more houses and 

shape our local communities.

For more information, check out 
the PlaceShapers Twitter feed @
placeshapers relating to the topics: 
#WeShare, #WeBuild, #WeCare and 
#WeWork. 

‘Day 
in the 
Life of’   
Rachel– 
Operations 
Officer 
(Repairs)
Rachel Nelson joined Crown Simmons in September 2019 and works in the 
Property Team as the Operations Officer (Repairs).

“My role is very full, busy and versatile. I 

work in the Property department as part 

of a dynamic and friendly team focussing 

on day-to-day repairs and maintenance. 

These repairs can range from leaky taps, 

to blown over fences.

Usually if I am not answering calls, 

replying to email queries and other 

correspondence, I am helping our 

residents settle into their homes at all 

of our existing sites and at our new 

developments. This means ensuring 

everything is in good working order  

and running smoothly.”



Payment Methods
Direct Debit
Did you know that a lot of our residents already use  

Direct Debit? You could be too. 

It’s simple, easy to set up, and a guaranteed and secure 

method of paying. With direct debit, when your rent changes, 

we can automatically adjust your payment. You can set up a 

direct debit by calling us on 01372 461 440 with your bank 

account details. 

Standing Order 
Standing orders are also simple to set up. To set up a standing 

order to pay your rent please contact us on 01372 461 440 

and we will send you a form to complete and take to your 

bank. But remember, if you pay by standing order you must 

tell your bank when your rent changes each year.

Online
There are several ways you can pay your rent online. With 

your debit card, you can use your AllPay card through the 

link on our website (www.crownsimmons.org.uk) or you can 

go directly through: www.allpayments.net/allpayments. 

You can also pay using your debit or credit card (without an 

AllPay card) through our website www.crownsimmons.org.uk

You must quote the property reference and surname when 

making a direct payment.

Universal Credit 
If you’re in receipt of universal credit, you’ll be sent a “To Do” 

via your Universal account. It will be called “Update your 

Housing Costs”. You can call the official helpline on 0345 600 

0723 for more information. Your new rent amount won’t 

be automatically updated so as soon as you receive a 

notification from Universal Credit – update your “To Do”. 

If you’re having problems paying rent and service charge, 

call us on 01372 461440. For independent and confidential 

advice, call Citizens Advice on 03444 111 444. 

First Floor, Aissela, 46 High Street, Esher KT10 9QY

TEL: 01372 461440  WEB: www.crownsimmons.org.uk
EMAIL: enquiries@crownsimmons.org.uk 




