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Welcome to
Crawley Homes’ Annual Report 2018-19

Since taking up my role as the council’s Cabinet Member for Housing, I’ve had an interesting few 
months discovering the work of Crawley Homes.

Housing is a key priority for the council and myself and it’s wonderful to see new council housing 
being built. Meeting Dean and Katie, the 100th new council tenants at Forge Wood, reinforced how 
important new homes are.

But Crawley Homes does much more and this report gives you an insight into the team’s work from 
April 2018 to March 2019 as well as a glimpse into the future.

Highlights, for me, include a new easier to remember phone number for repairs, new housing 

Contact Us 
Repairs
Including gas heating and hot water repairs 
Telephone: 01293 438111 
Email: housing.repairs@crawley.gov.uk

Housing Officers 
Contact information for your housing officer can be 
found at the top of your rent statement. 

Any comments 
If you have any comments about this Annual 
Report, let us know. Email  
TenantParticipation@crawley.gov.uk or call Anne 
on 01293 438257.

officer areas and new technology to improve 
communication.

Liberty Group was appointed as our new gas 
contractors, and procurement for repairs and 
maintenance started as the current contracts end 
in April 2020.

Everyone I have met in Crawley Homes has 
a passion for the work they do and wants to 
provide an excellent service. Working with you, 
our tenants and residents, is essential if we are to 
do this.

I’m looking forward to 2019-2020. More 
new homes, the results of the repairs and 
maintenance procurement, the challenges 
from welfare reform, updating the technology 
used, working with you and everyone in Crawley 
Homes.

Councillor Ian Irvine
Cabinet Member for Housing 
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Income Expenditure

Rents £44,874,424 Repairs and maintenance £9,831,801

Other income £2,331,030 Planned maintenance £12,291,739

New developments funded from rents £8,436,257

New developments funded from 
reserves

£10,086,427

Sub-total £47,205,454 Sub-total £40,646,224

Money moved from reserves to 
pay for new developments.

£10,086,427 Paying for the service (includes staff, 
premises, running costs, etc.)

£8,336,732 

Loan interest repayment* £8,308,925

Sub-total £10,086,427 Sub-total £16,645,657

Total £57,291,881 Total £57,291,881

*The interest on a loan from the Public Works Loan Board taken out in 2012 to cover our share of the national housing debt. 

Your council homes 

Money
Crawley Homes is a multi-million pound business and managing our money well is vital if we are to provide 
you with an excellent service. 
Our income comes from your rent, with some from garage rents, Lifeline charges and recovering costs and 
recharges.

Rent changes
Last year saw the rent for your home go down by one per cent after the decrease in rents was announced in 
July 2015 by the Government; the last decrease in rents is in April 2019. From April 2020 new rent guidance 
means we will increase rents in line with a new formula.
The decrease was just for council housing rents, there was a small increase for shared ownership rents, 
service charges and garage rents. 

What your rent paid for
In 2018-19 every pound in rent you paid was spent in 
the following way: 

Money for housing only
The rent you pay goes into a specific account called 
the Housing Revenue Account (HRA). The HRA has 
rules that mean we can only use the money in it to 
pay for council housing services. 
We can’t use money from the HRA to pay for 
things like rubbish collection, maintaining parks, 
community centres or temporary accommodation; 
your council tax pays for these.
Councillors make the final decisions on spending 
whilst following the rules, as they are responsible for 
the finances of the council. 

The balance sheet 
Financial year 2018-19

Our income in 2018-19 did not cover all of our expenditure so we brought forward a capital sum from 
our reserves, the money we have put aside in previous years.

Paying for service 
(staff, premises and 

running costs) 
£17.50

Loan interest 
repayment* 

£17.50

Repairs and 
maintenance 
£47

New homes 
£18



About council housing
Some numbers to give an overview of council housing in Crawley during 2018-19

7,902

Homes at 
31 March 2019

New homes 
added

Homes sold under  
the Right to Buy

Homes that became 
empty and re-let 
during the year

77 38 280

New technology
Keeping up with new technology is essential if we 
want to be efficient. Last year our housing officers 
got tablets, this means they can work away from 
their desks yet still access essential information. 
Smartphones allow staff to pick up emails on the 
move and take photos if they need to. Surveyors can 
even fill in surveys on their phones.
Personal digital assistants (PDAs) are used by most 
of our operatives and engineers to communicate 
with the office.
Text messages are commonly used, and emails are 
becoming part of day to day life making it easy, 
quick and cost effective to contact you. We now 
have email addresses for over half our tenants.
In 2019-20 we’ll be starting work on getting a new 
database for Crawley Homes, our existing system 
is nearly 20 years old and starting to show its age. 
A new system will allow us to provide an improved 
service to you with more digital options. Getting involved

Every time you fill in a survey for us you are getting 
involved and helping us to monitor our services.
More formally TLAP (The Tenant and Leaseholder 
Action Panel) meets as our scrutiny panel every 
three months, with a few project meetings in 
between these.
The panel looks at our performance measures and 
provides an independent check on performance. 
From time to time, it looks a bit deeper into 
a subject and last year focused on customer 
satisfaction with repairs. 
This project found that tenants’ satisfaction was 
affected by how well they were informed and the 
level of communication experienced.
If you think you might be interested in joining 
the panel give Terry our Customer Engagement 
Officer a call on 01293 438434 or email 
tenantparticipation@crawley.gov.uk to find out 
more. 

TLAP members promoting the repairs number



Repairs and maintenance
2018-19 was a very busy year for Crawley Repairs Team, with several changes all aimed at making our 
service better for you.

Liberty Gas
Last year saw the procurement for gas servicing 
and repairs and Liberty Group submitted the 
successful tender. The contract started on 
1 April 2019.
In September Liberty rebranded, with new 
uniforms for the engineers and a new logo. 

2017-18 2018-19

Customer calls to the repair line 36,669 36,946

Repairs completed, including gas repairs 24,410 24,501

Percentage of appointments kept 91.2% 92.9%

Percentage of appointments where the tenant was not at home. 4.4% 5.1%

Average time to complete all repairs 10 days 9 days

Average satisfaction with repairs for the year 84.8% 87.6%

It’s good news as our performance has improved, we are keeping to more appointments, completing repairs 
quicker and tenants’ satisfaction has increased. Please make sure you keep your appointments as this costs 
in time and money.

Customer Services 
We set up a dedicated contact centre for gas, repairs 
and planned works that is managed by two team 
leaders. The customer service assistants aim to 
answer calls promptly, get the information needed 
and make you an appointment that suits your needs.

01293 438111
We introduced a new easy to remember phone 
number for repairs, maintenance and gas calls.

Permissions for improvements and alterations
We changed our processes and if you want to do an improvement or alteration to your home, you now 
contact your area surveyor by email or in writing to request permission. 

Responsive repairs and planned maintenance works 2020 to 2030
The current contracts come to an end on 31 March 2020. The process of getting new contracts started last 
year and the council’s Cabinet makes a decision in September 2019 on which companies to appoint.

How did we do? 

Planned maintenance
Day to day repairs are just part of what we do. Our planned maintenance 
work covers safety checks, for gas and electrics, fire safety, energy 
efficiency work, improvements, external decoration and replacement of 
elements in your home that have reached the end of their life.

Major refurbishment work
Last year saw the completion of major works at Dalewood Gardens, 
including a new roof, new ceilings in communal areas, emergency lighting 
and redecoration. There were months of disruption for residents but we’ve 
had many compliments.
We have major works planned for Milton Mount, our largest block of flats. 
This includes working with Southern Water on water supply and metering. 

621
New central 

heating boilers

93
New roofs

1,336
Electrical tests

263
New kitchens 

and bathrooms



Your tenancy

Housing officers

£103.11 £643,040 1.5%

Average weekly 
rent for a 

two-bedroom flat

Current tenant 
arrears at 

31 March 2019

Arrears expressed 
as a percentage of 
the total rent due 

During 2018-19 we changed the way 
our housing officers work by giving them 
responsibility for a specific area. To find out who 
your housing officer is and their contact details 
visit www.crawley.gov.uk/housingofficers 
Arrears have increased by £168,610 over 
the year and managing this is a priority for 
our housing officers as we need you to pay 
your rent. Not only is it part of your tenancy 
agreement, we need you to pay so we can do 
your repairs and run the service.
One possible reason for the increase in rent 
arrears is the introduction of Universal Credit 
(UC). We are working closely with Citizens Advice 
and the Department for Work and Pensions to 
help our tenants who claim UC. 

Evictions
We will take action against tenants who breach their tenancy agreement and in 2018-19 we evicted 11 
tenants: 

five one one

for
rent arrears

for anti-social 
behaviour

for
both

four

for
other reasons

Flexible tenancy reviews 
We started to review fixed-term flexible tenancies in September 2018. 
During the first eight months we completed 117 reviews, and although we served eight Notices of intention 
not to renew, mostly due to arrears, all tenants were granted a new tenancy.

Getting it right 
We make every effort to provide you with an excellent service, but sometimes things don’t go quite to plan.
Last year we received 171 formal complaints for the whole of Crawley Homes, after investigation we found 
49 per cent of them were justified to some extent, and we put things right when we could. The remainder 
were complaints about services Crawley Homes were not responsible for or our service had met our 
standards. 
It’s not all complaints. We also get some lovely compliments (we’ve included a couple on this page).

Looking forward to the next year

You said: 
To a real ‘Superhero’ for all your caring and help over 
the years. Thank you.
“ “

You said: 
She not only helped me sort out my problems, but I 
felt she listened and really wanted to help me.
“ “The next year promises many challenges for the 

service. We intend to start a review of our tenancy 
agreement and following advice from our fire risk 
assessors we’ll be considering implementing a 
clear communal areas policy in all flats that share 
an escape route; this could be a single staircase or 
courtyard area. 



New Homes
100 years of council housing 
In 1919 the Housing Act gave local authorities the task of building council housing. 100 years later we’re 
still building new homes and during 2018-19 we added 75 brand new homes to our stock. Next year in 
2019-20 there will be over 130 new homes.

Forge Wood
There were six flats and 22 houses in Forge Wood. Some of 
these were our first in Phase 3A of the development behind 
the Heathy Farm pub.
Next year we’ll get the remaining homes in phase 3A and 
move on to get homes in 3B and 4A. Amongst these will be 
three and four bedroom homes.

Apex Apartments
In December, we let another 36 flats in Apex Apartments, 
West Green. These 20 two-bedroom, 13 one-bedroom flats 
and three studio apartments are close to the town centre.

Barnfield House
Not all our brand new council homes are part of a big 
development. This small block of five flats in Northgate was 
let to new tenants in August 2018.

Dobbins Place
Tenants moved into our second Passivhaus development 
in Ifield West in March 2019. The four houses and two 
maisonettes have high levels of insulation, making them 
energy efficient. 
Lonsdale Court
These two blocks of 14 flats in Three Bridges Road were 
ready for letting in May 2019.

Looking to the future 

Newtimber Close
The whole of this development on the old council depot in 
Goffs Park will be council housing, 22 houses and 22 flats 
and they’ll be ready for letting in September 2019.

John Brackpool Close
The five houses and 32 flats on the old car park in Kilnmead 
will be ready for letting in 2019. They are named after 
Private John Brackpool who died while serving with the Welsh 
Guards in Afghanistan. This development will have a District 
Heat Network and the flats have a green roof.

Crawley College car park
Work continues on Bridgefield House, the block of 98 flats 
next to Crawley College, these should be ready in 2020.

Woolborough Road
Work starts on the building of nine flats on the old doctor’s 
surgery site in Northgate.

Ifield Road 
Following the demolition of two houses at the end of Ifield 
Road, West Green, work has started on building five new 
houses on the site.

Lonsdale Court

John Brackpool Court

Forge Wood

If you or someone you know would like help to understand this 
document please contact the Housing Service Promotion Officer 
on 01293 438257 or email housing.news@crawley.gov.uk


