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New Buisness

As ever, we are delighted to keep you up to date with the
good news, behind the scenes updates and work of Town

Written by
Nicole Hanson and
Gemma Stephenson

& City.
Here at Town & City, we are committed to providing the
highest level of service and expertise in our field to both
current and future clients.

ARTICLE BY OUR
MANAGING DIRECTOR

Whether you are a Leaseholder, Director, or Resident, we
pride ourselves on providing a tailored, personal service
to everyone.
This month, we speak directly with Managing Director,

THE TRUTH ABOUT

Peter Bigge, to discuss the values and beliefs of Town
and City and identify the principles and how they have

BEING AN

played an instrumental part in the journey and success

APPRENTICE.

of Town & City.
We also look through the Eyes of a Property Manager,

MY TEAM SAFE

Wutt Suttasuntorn, at the importance of transparency
and communication, provide you with an insight into an
apprenticeships and bring you good news stories of the
month.

OUR GROWING
COMPANY
BY PETER BIGGE

Corona Virus has changed all our lives
in many ways and has given us time to
reflect on what we do at both home
and work. Many of us have lost a
family member or friend and are all too
well aware of the strain that many
people have been put under such as
nurses and their supporting members
of staff and loved ones. Out of this
dreadful situation that we all find
ourselves in I very much hope that we
will all become a more caring and
understanding society.

THE MANAGING DIRECTORS
MESSAGE

On a personal level I am now trying to help support various
charities as well as recently becoming both a Village and Town
Councillor in the hope that in some way I can help pay back the
society which I live in.

"25 YEARS OF AN AWARD-WINNING, TRANSPARENT AND
TRUSTWORTHY SERVICE"

My fellow Directors and I want to continue to provide both a
highly professional and personal service but with a greater
emphasis on a hands on approach especially with regards to
the ways in which we communicate with our clients and
leaseholders. Whilst Town & City Management embraces the
use of IT we never underestimate the importance of face to
face meetings which are invaluable for all concerned.

THROUGH THE EYES
OF A MANAGEMENT
COMPANY
BY WUTT SUTTASUNTORN

INTRODUCTION
As you may know, for any business to succeed in today’s current
climate, good communication is required. Without excellent
communication, companies can not run in a coherent way thus,
interaction is fundamental for a smooth operation in any business
When prospective clients look for a management company, the first
place they look is on websites and social media and it goes without
saying that over the last decade social media has grown expeditiously.
Never before has mankind captured and recorded and exposed
information so fast and so freely. However, this is not always a good
thing, with good information comes misinformation or fake news and
in the property management industry, it is blighted with fake news. In
most cases this comes down to the leaseholders who do not
understand the lease, and this really comes down to the solicitors at
the time of purchase. The majority of new owners sign on the dotted
line without a full explanation of what is their responsibility and
expectation of the lease and without any real understanding of service
charges and how they work.

THE PORTAL
Town and City management (TCML) puts communication at the
forefront, and actively encourages leaseholders to email or phone with
any concerns. TCML have introduced a portal and online app which
allows leaseholders to log on at any given time to find out any current
information relating to their block or the estate. It provides leaseholders
with a vital method of reporting issues or concerns, which in turn helps
the maintenance team respond and act in timely, efficient manner. The
app also enables TCML to communicate back to the leaseholders by
uploading documents and sending instant messages.

RESULTS &
DISCUSSION
Furthermore, TCML will soon
be launching a monthly blog,
that will be added to the
portal. The aim is to give the
leaseholder a better
understanding of the lease, we
will look at each schedule of
the lease in order and give a
full explanation of the
obligations and requirements
on the parts of the leaseholder,
Freeholder and Management
Company. We believe in doing
so, will not only give the
leaseholder a better
understanding, but hope to
reduce the amount of
misinformation and fake news,
allowing better
communication on both sides
and transparency for our
clients.
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REPORT PROBLEMS

Property
Hero
Awards
The 2020 Property Hero Awards have been announced,
with nine exceptional people from our sector named as
winners and ten others highly commended by the
judges.

THE AWARDS, WHICH WERE THE BRAINCHILD OF 1ST SURE
FLATS AND MIDWAY INSURANCE MD PAUL ROBERTSON,
WERE LAUNCHED EARLIER THIS YEAR TO SEEK OUT AND
REWARD THE PEOPLE IN OUR INDUSTRY WHO HAVE GONE
THE EXTRA MILE DURING THE PANDEMIC.

THE WINNERS OVERWHELMINGLY MET THE JUDGES’
CRITERIA, PROVIDING EXCEPTIONAL SERVICE TO CLIENTS
AND RESIDENTS, SUPPORTING COLLEAGUES, AND
DELIVERING SOME MUCH-NEEDED GOOD CHEER DURING
THE DARK DAYS WE’VE ALL FACED DURING THE
PANDEMIC.

PROPERTY HERO AWARDS 2020
TOWN & CITY NOMINEES
JOANNE HANSON

Joanne was in the winner
category and won the
property management
award for going that extra
mile.
We are very grateful that
Joanne is part of our
company!

DAWN TINKLER

Dawn won the highly
commended award for
helping out other
departments in
lockdown and for
working hard.
Thank you Dawn for all
of your hard work!

HONESTY

KNOWLEDGE

DEDICATION

ACCOUNTABILITY

NEW PROPERTY

ARIA HOUSE
WE ARE DELIGHTED TO
ANNOUNCE THAT TOWN
& CITY HAVE BEEN
APPOINTED TO MANAGE
ARIA HOUSE.

LAURA MCGILL WILL BE THE PROPERTY
MANAGER, SUPPORTED BY MICK MCGILL.

Well done to laura mcgill who
carried out the tender
meeting!
Aria House is a high-end residential block
located close to trafalgar square and the
embankment.
There are eight flats and a stunning four
bedroom penthouse which is currently on
the market for almost £13 million!
The residential apartments are attached to
the playhouse theatre which Originally
opened in 1882. in 1905, part of the roof
from the adjacent Charing Cross railway
station collapsed and crashed through the
roof and walls of the theatre. The building
was repaired and re-opened as the
Playhouse Theatre on 28th January 1907.
Link to the penthouse
apartment:
https://www.dschurchill.com/s
ales/aria-house-craven-streetwc2/

MAY 2021 | PAGE 8

OUR TOP 5 STAR REVIEWS
I don’t usually post reviews but
I wanted to take the time to
say how good Town and City
are. Our Property Manager is

The team at Town and City are
exceptional! I have been working with
them for a number of years and they
have always been efficient, professional
and they always respond to any
questions or queries in a prompt and
informative manor. Thank you all for
your continued support over the years. Google reviews

fantastic and is always on
hand for advice, even replying
on weekends! Thank you for
taking the stress out of
leasehold management.

- Google reviews

Responsive, professional,
knowledgeable- everything I
would expect/hope from a
Block Management Company.
- Google reviews
At last a company that cares
about their clients I cant
thank them enough for sorting
out all the historic issues we
had with our previous
managing agent a BIG thank
you to all the TCML team. Google Reviews

Like a breath of fresh air.
Really good to have a
managing agent who will
actually respond to queries
and deal with issues. Google reviews

Customer
How do i pay my service charge?

Town & City Management
There are different ways to pay, we accept payment by the
Online Portal, BACS, over the phone by credit/debit card or
by cheque. Depending on your lease you may also have
the option to spread your payments over the year paying
by monthly standing order.

Customer
How do I report a property issue?

Town & City Management
You can upload your problem to the portal or you can
contact us at maintenance@townandcity.com
You can also call us on - 03337006700

Customer
Must I tell you if my details change?

Town & City Management
Details are needed so we can contact you and update you!
If your details change we advise you to contact us as soon
as possible to avoid any delay in communication!

Customer
What do I need to do if I've sold my property?

Town & City Management
We should receive a notice of transfer from the buyers
solicitors. We can then amend our records and transfer the
account to the new leaseholder.

Customer
What do I do if I have a complaint?

Town & City Management
You can contact us directly regarding your complaint.
Depending on the nature of the complaint you can submit
a question on our website or contact us at
mail@townandcity.com

Customer
Am I allowed a pet at my property?

Town & City Management
We will need to look at your lease to see if permission is
required. if permission is required, send your request to us
and we will forward it to the relevant party. We will get
back to you with their decision as soon as possible.

THE BENEFITS AND
STRUGGLES
I started doing my apprenticeship six months ago at Town & City, with learning curve. At first
adapting to the work environment was challenging but after I did I liked it more than college.
You can be an apprentice from any age from 16 to 65 there is really no limit.

Hello my name is Nicole Hanson and
I really wasn't having a good time at
college. I would feel like I wasn't
good enough and that the teachers
didn't care. In November I had
enough and decided to ask my mum
if I could do an apprenticeship.

I never thought i
would have
learnt so much
in a short
amount of time
After a while I started learning how to
do mail merges and to send out
letters. After improving LinkedIn I
decided to set up an Instagram
account. I tried to continue to keep
the same brand and colours to
establish a house style. I think so far
its working as we have gained 37
followers in a week.

I do many little things like creating
leaflets , ID badges and Educational
infographics. Remaking the
brochure.
I think the best thing I have done so
far is making a infographic on
GDPR. I watched a ARMA webinar
and took notes throughout. I then
converted all the information into a
creative way to post on our linked in
page and to put it on our notice
boards. It got a lot of attention and I
felt like it was very useful.
My goals for the future is to take a
look into doing podcasts and to try
and gain more followers across our
platforms.
I definitely think you gain more
knowledge than staying in college.
Although in collage you get A levels
I think people forget you can also
get A level equivalent qualifications
as well. You also get the experience
and that's what a lot of companies
strive for. For example I'm sure that
if they had a candidate with the
same qualification they would
choose the one with the most
experience.

I have tried to get into the habit of
uploading work everyday so I don't
get behind. When your working its
easy to get behind on your
apprenticeship work , especially if
your an older apprentice and you
have loads of work to do. I think the
hardest part is trying to fit into a
adult environment so young.
However if you can successfully
integrate it will prepare you for the
future. People mistake
apprenticeships for being easy. It
actually takes a lot of work. You
need to be pro-active and
understand what your goals are.
However if your willing to put the
work in maybe an apprenticeship is
for you! As an apprentice you will
have to
Form projects.
Be able to manage your work,
time and off the job hours.
You need to make sure your
hitting all the objectives and
goals.
You also need to make sure you
do your work because it's easy
to put things off.

By Nicole Hanson
Marketing & Media Apprentice at
Town & City Management.

ARTICLE FROM

MyTeamSafe® was created because of Rob Little’s
concern for some of HILLINGAR’s Supply Chain
consultancy clients.
The problem was that warehouse or office staff were
working late or opening and locking up a building on
their own, often in the dark.
None of these situations were intrinsically dangerous
but accidents do happen and had. Some staff were
naturally apprehensive but didn’t want to make a fuss.
The company had an uncontrolled risk and their duty of
care was not covered. Nothing serious had happened
and solutions always looked costly or complex, so
nothing was done.
Client response was so positive after the first release,
that we developed MyTeamSafe into a fully functional
system that every company can now use to protect
their staff and their business. MyTeamSafe is sticking
to its core mission cost effective, “Light touch”
simplicity with the company remaining in control.
Without compromise, we provide a robust, highly
configurable system that can meet almost any
company’s demands, from location tracking to ad-hoc
lone working.

SEE NEXT PAGE

Hybrid Office-Home working: New
Benefits, New Stresses?
As we plan for the future, trying to remove so
many months of potential heartache and
stresses from our home life and our business,
we need to be proactive to ensure a brighter
future.
This article sets the scene and poses some of
the most common new scenarios that both staff
and organisations could now face.
When things are enforced by law and
government things are clearer. “We’ve all been
told we have to do this, no choice”. For some it
may be unfair, but what can we do?
Almost overnight it was evidenced that most
businesses can operate quite effectively with a
remote workforce.
As lockdown restrictions are removed things
are rapidly changing and everyone needs to
ensure we get this next important “choice” step
right. Otherwise all the newly evidenced remote
working benefits will be washed away because
it’s all too difficult and creates animosity or even
worse legal/HR issues.
It has been proved that a future where work-lifebalance isn’t just a superficial buzz word for a
few but a real reality for many – being allowed
to work from home (#WFH) not always in the
office/site.
But this new world is much more nuanced than
it first looks. It’s no longer simply driven from a
“business” perspective. These changes are now
“individual” at so many levels.
Each person’s role, situation and motivation
create an infinite combination of needs to get
the most for and from each employee. That’s
before you factor in that each of these elements
constantly change over time, for each individual
– WOW … this could be complex. It brings new
meaning to that famous saying a Constant State
– of flux!
Of course HR departments, mangers and
owners have always had to deal with many of
these factors but typically not across such a
wide range of the workforce, all at once and
factoring in current employee’s individual
situations.

At first glance it may seem simple.
Some roles can work from home,
some cannot. For those that have to
be office/site based, nothing
changes (except for current social
distancing rules).
For roles that can work from home
the standout impact is the removal
of the dreaded “commute”. Traffic
jams, delayed public transport,
long walks or bike rides in the dark
and rain. Less stress, more family
and/or work time … for free.

Now it’s time for the reality. How do you
define all is as a revised company
policy?
Maybe the reality is to agree a constant
evolution – decision, learning, revision.
Ensuring the workforce is aware that
this is the situation for a while. Of course
in some businesses/sectors all roles
could be home, office or hybrid based.
But for many there will always be a
necessity for a physical business
premises, office / factory / warehouse.
Both situations need to carefully
considered and catered for.
So, what are the factors that now need
to be blended to define a workable
policy for a business, department, role,
individual?

Function
Can the roll be effectively carried out
away from the business site?
For roles that have to be on site how do
we ensure staff don’t feel disadvantaged
(commute time, costs, even lunch costs)?
How do you fairly monitor on-site and offsite staff performance and efficiency?
How do you ensure you don’t miss out on
creativity, improvements, problem solving
because people are in a silo of one?
How do you manage “working from home”
days that may actually be a sick day if they
had to come in the office?
How do you ensure work rates and
accuracy are consistent and constant?
If there are less people on-site, do you
need the same level of supervision?
Is supervision now more complex as you
have less people on-site but they are
spread throughout a large site?
How do you supervise a remote
workforce and evidence you’ve covered
legal safety/wellbeing obligations?

Environment
Can the necessary technology be cost
effectively deployed, operated and maintained
long term?
Who pays for the home working space, extra
lighting, heating, broadband? All of which was
previously (and potentially all still is) available
on the business site.
Different locations have different connectivity
issues, broadband speed/reliability, mobile
signal strength.
Can you ensure that security is maintained in a
remote environment?
Is the work space safe, not just the
Workstation? You must consider the whole
work environment not simply DSE (Display
Screen Equipment) regulations.
Personal safety must also factor in who else
could be in the property. Are you exposing staff
to risks they may not have had previously?
How do ensure you meet lone worker legal
duty–of–care obligations?
Some people just don’t have a suitable
environment to work from home, even if their
role may allow it.
How do you ensure that there remains a
demarcation between work and home? That
both physically and mentally the work doesn’t
take over the home.
MY TEAM SAFE

Person
Some people need that physical demarcation of home and work.
Is the person motivated and more efficient working from home or
actually in a buzzing office?
Some people want to work from home because they have family
tasks that need managing, that they can’t do when “at work”.
For others it’s the opposite and they aren’t distracted and can really
focus in the peace for their own home.
Some people are motivated by oversite and get side-tracked when
there isn’t that perceived pressure. Others are significantly more
efficient when they don’t feel like they are being “watched over”.
Humans are wired for face-to-face communication. It’s not just the
words, it’s the eye contact, body language. This is totally lost in
emails, mostly lost in voice calls. Video calls still aren’t as good as
real world interaction for negotiating, decision making and bonding.
Video calls can be more efficient than a traditional meeting,
especially if you all don’t have to travel. People are on time, there is
less banter, fewer distractions and you stay more focused on the
agenda .… or it can be a total disorganised disaster, which wouldn’t
happen if you were all around a table. How do you monitor and
ensure staff wellbeing is not suffering?
Work-life-balance may have a new meaning – for some it’s being
allowed to work from home. For others it could be the opposite;
work is just at Work. Home is my own.
So talk, discuss, gather benefits and frustrations, across all
departments and demographics.
Think of simple, fair solutions but most of all don’t ignore your dutyof-care obligations. You must have safe system of work in place,
where ever that “place” of work is.
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Behind this Newsletter

ABOUT THE AUTHORS

NICOLE HANSON

I started in December of 2020. I was
at college doing an A level in media
and art. Although I liked the courses
I didn't think college was for me. So
I managed to get an apprenticeship
here where I do media and
marketing. I manage the company's
linked in page and do all the media
side of business. I enjoy doing video
edits about my favourite shows. I
am also a massive doctor who fan!

GEMMA STEPHENSON

Gemma joined Town & City at the
beginning of January 2021 as PA to the
Directors.
She spent her first two days with TCML
working in the old office, before she was
then sent with everyone in the second
lockdown to work from home. So she- like
many of us, is pleased to be now working
from the new office,
Having worked in property prior to joining
TCML, she is enthusiastic about property
and people and will be working alongside
Nicole to write about the work, team and
keeping you up to date with the good news
stories of TCML.

