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One of the UK’s most respected managing agents   

Crabtree.indd   18 17/12/2018   10:18:23



“There is no substitute for experi-
ence,” exclaims Crabtree Property 
Management. With over 30 years of 
experience as a managing agent, 
they have gone from strength to 
strength not only in terms of com-
mercial success, but in cultivating 
a wealth of property experience 
that can be passed onto clients. 
This has led to the organisation 
becoming one of the UK’s most re-
spected and highly regarded man-
aging agents, with specific reputa-
tion for excellence within its core 
specialism of residential property 
management across London and 
the surrounding areas.

Crabtree was originally established all 
the way back in 1984 by a single owner 
with a passion for property management. 

Since then, the organisation has undergone 
significant structural change following a 
management buyout in 2002 by four senior 
members in the company and the eventual 
acquisition of the company by Fexco Prop-
erty Services in 2017.

To this date, these four individuals main-
tained an integral role in Crabtree, under-
taking various roles as testament to their 
enthusiasm for property management, the 
successful company they have built togeth-
er, and its bright future.

The Fexco Property Services group is 
underpinned by long established UK brands 
providing block management and related 
services and is supported by Fexco, Ire-
land’s most successful financial and busi-
ness solution provider.

Fexco have been involved in block man-
agement since 1999, successfully growing 

the largest residential management group 
in Australia. The acquisition of Crabtree in 
2017 represents part of the Fexco Property 
Services group’s ambitions to support and 
grow a portfolio of nationally-recognised 
property services as part of the next step in 
its own growth plans.

This is far from the only structural change 
for Crabtree in recent times, however. To 
learn more about the acquisition and further 
changes which have been going on behind 
the scenes at Crabtree, we spoke with John 
Osborn, Business Development Director. 
First commenting on the relationship with 
Fexco, he explained: “We’re now part of 
Fexco Property Services which provides 
us greater financial strengths and experi-
ence in the market. They’re looking to grow 
a portfolio of nationwide companies to pro-
vide the best property services group in the 
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country. It has created additional resources 
in health and safety, IT, senior management, 
and various other areas that will help us to 
grow as a company and as a group of compa-
nies across the country.”

At present, Crabtree specialises in the 
residential sector, with block management 
being its primary product. This sees the or-
ganisation working with resident manage-
ment companies, right to manage proper-
ties, and new-build properties. Within this 
remit, the organisation maintains a clear 
focus on working with clients to add value 
to developments, which can be utilised at 
any point from the pre-planning and devel-
opment stages all the way through to on-
going advice and expert services for the 
betterment of client properties.

Understandably, the earlier Crabtree can 
get involved with properties, the more val-
ue that can also be created in turn. For this 
reason, the organisation has been increas-
ingly looking towards working with new-
build developments as well as those not 
yet developed, to add the most value with 

its experience. Through this early-stage 
involvement, the organisation is effectively 
able to provide operational input on areas 
of development with the management of the 
properties as a long-term, strategic consid-
eration – maintenance and environmental 
standards being of key importance.

John Osborn provided further infor-
mation on this note, saying: “We’ve been 
working with developers since we start-
ed, so nearly 35 years now. Through that 
time our experience has grown, and we’ve 
adapted our knowledge with the growing 
requirements in new-build properties. This 
includes new design features, community 
hot water systems, increased environmen-
tal requirements of new-build develop-
ments, and all the new technologies that 
are becoming prevalent. We’ve had to re-
ally grow with the developers and ideally, 
where possible, we like to stay in front so 
that we’re ahead of the game and can de-
liver a high-quality service to not just the 
developers, but also the owners and resi-
dents of properties.”
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“We’re now part 
of Fexco Property 
Services which 
provides us greater 
financial strengths 
and experience in 
the market”

Crabtree.indd   20 17/12/2018   10:18:33



RESIDENTIAL PROPERTY MANAGEMENT CRABTREE PROPERTY MANAGEMENT

Crabtree.indd   21 17/12/2018   10:18:37



Principia.qxp_feature 2  30/04/2015  15:07  Page 16

Crabtree.indd   22 17/12/2018   10:18:40



23BUILDING DESIGN & CONSTRUCTION MAGAZINE

RESIDENTIAL PROPERTY MANAGEMENT CRABTREE PROPERTY MANAGEMENT

invite the more interested owners of the prop-
erties to join the committees with us.

What that means is that we work with 
them on a much closer basis, almost as 
though they were the directors. This helps 
them to build an understanding of the man-
agement of the development, the require-
ments, and the role of a managing agent. 
Obviously, we’re not only just building re-
lationships with the owners and the future 
clients, but also educating them in the role 
of becoming company directors, what the li-
abilities and responsibilities are if and when 
they take it on at the handover.”

To date, some success has already been 
had in this mixture of both current and future 
client relationship development strategy. The 
organisation is slowly building a name for it-
self in developing relationships with both de-
velopers and future owners, as well as eas-
ing those owners into the roles which they 
will one day fulfil. This proactive partnership 

While all the above has allowed for Crabtree 
to remain competitive, this is just the beginning 
of what makes the organisation stand out.

The biggest differentiator for the company, 
interestingly, is actually the approach taken to cli-
ent relationship management on a basis of both 
the present and future client. This is evident most 
clearly within new-build projects, where clear re-
lationships are fostered with the developer, but 
at what cost? And, more importantly, how does 
Crabtree manage to overcome this?

“You can often be seen as being too 
close to the developer and not working 

closely enough with the residents. That 
doesn’t make for a particularly positive re-
lationship when the management company 
is handed over from the developers,” ex-
plained John Osborn. “They are your cur-
rent client and you want to continue work-
ing with them in the future, but you’ve got 
to bear in mind the owners of the proper-
ties are also going to become your clients.”

He continued: “What we’ve been doing to 
guide our new client is to set up steering com-
mittees. On the larger developments, we set 
up regular resident meetings and from that we 

“We’ve been working with 
developers since we start-
ed, so nearly 35 years now. 
Through that time our expe-
rience has grown, and we’ve 
adapted our knowledge with 
the growing requirements 
in new-build properties”
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strategy has led to positive relationships and 
offers of references from some of their big-
gest clients. Indeed, this also allows for both 
parties in the future business relationship to 
develop a mutual understanding and collabo-
rative relationship far sooner, with little-to-no 
bumps at the point of handover due to the 
strategic approach taken by the company.

Even beyond this point, relationship de-
velopment has become a cornerstone of how 
Crabtree has been looking to develop its 
business. As part of this, the organisation has 
identified a number of traditional weaknesses 
in property management services, and how 
it, as an organisation defined by excellence, 
can look to overcome those changes with the 
newfound financial backing of Fexco.

One of these key areas has been a stra-
tegic look at the role of the property manag-
er and, instead of simply weighting property 
portfolios to best adapt within a very traditional 
structure, has opted to take an entirely new ap-
proach to refocusing the property manager on 

what matters: the maintenance of the property.
John Osborn provided further information 

on this restructuring:
“We have created a new service delivery 

structure that we’ve introduced this year. The 
usual structure provides each client with a 
property manager as their dedicated person. 
That property manager is often out on site, 
at site meetings, carrying out site inspections, 
and so not always available to them due to 
simply not being in the office. What we’ve 
done is introduce a new structure which coun-
teracts that and a number of other issues in 
the traditional structure as well.

“We’ve a new communications centre 
which was set up in 2015 and is the first 
port of call for any incoming calls or emails. 
If anyone wants to report a repair, make a 
payment, or request insurance information 
for example, then that can all be dealt with 
by the representative on that call. The call 
or email is then logged and can be tracked 
through to completion.
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Contact one of our specialists who 
will be happy to assist you with your 
insurance requirements.

St Giles House
78 Rodney Street
Liverpool
L1 9AR

Jonathan Forshaw
jf@stgilesgroup.co.uk
07826436932

Kyle Herbert
Kherbert@stgilesgroup.co.uk
07543223551
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Tel: 0207 117 2639
Web: chacc.co.uk
Email: info@chacc.co.uk 
North London Office: Devonshire House | 582 
Honeypot Lane | Stanmore | HA7 1JS
South London Office: 207 Regent Street | 
London | W1B 3HH

Clear House Accountants are Specialist Service Charge Accountants. 
We have a combined experience of 20+ years in the industry, which 
has allowed us to successfully develop robust Service Charge 
Accounting Outsource Solutions. We help you meet all your Service 
Charge obligations from Service Charge Accounts Preparations, 
Service Charge Certifications, Credit Control and other Service 
Charge related projects. Using the latest project management tools, 
we make sure working with us is fast and efficient. Our processes 
are simple yet effective - we make sure that all your Service Charge 
Accounting needs are addressed while keeping all regulatory 
requirements in check.

Clear House are pleased to work alongside Crabtree

Quantum Group Services Ltd
T: 020 8288 0011 | E: info@quantumservices.co.uk
W: www.quantumservices.co.uk | F: 020 8288 0016

Quantum Group Services Limited has 
supported Crabtree Property Management 
Limited with our multi services Since 2004.

} General Maintenance
} Trace and Access
} Electrical Services
} Fire Safety Systems Service and Maintenance
} Automated Gates systems Service
   and Maintenance
} CCTV Systems Service and Maintenance

Dayco has grown to become a leading 
provider of all property maintenance & 
building work in London and the South East.

Phone: +44 (0)20 8440 5225
Email: info@daycomaintenance.co.uk
Website: www.daycomaintenance.co.uk

Our services cover:
} Minor Works
} Major Works
} Contract Works

Our retained clients include:
} Property Management Firms
} Chartered Surveyors
} Schools
} Churches & Religious Institutions
} Commercial and Retail Property
} Block Managers
} Insurance Firms

Email: enquiry@cook-associates.co.uk
Call: 020 8460 9991
Website: www.lift-consultant.co.uk

Regis House, 42b 
Homesdale Road, 

Bromley, Kent,
BR2 9LD

GOING
UP?

Cook &
Associates Lift 
Consultants and 

Mechanical and Electrical 
Consultants are able to 

provide professional advice 
and assistance on all aspects of 

installation, maintenance and replacement 
of lifts, escalators, mechanical or electrical 

engineering plant.
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Each client is allocated a dedicat-
ed desk-based property manager, who 
once they have visited site at the be-
ginning of our management, will remain 
office-based. They are responsible for 
the maintenance and management of the 
building/development. Therefore, should 
a resident wish to speak to their property 
manager, they will be available and re-
sponse times are improved.

“In addition to this, they get a client re-
lationship manager who is responsible for 
meeting the board, ensuring they are hap-
py and heading in the right direction. They 

are the people who go to the site to meet 
with contractors and provide additional 
technical support to the property manager 
for that client. Client meetings are also now 
much more flexible in their approach.

A team of dedicated site inspectors visit 
clients on an agreed frequency in branded 
vehicles to carry out full site inspections. A 
photographic record is taken of the condi-
tion of the development as well as identi-
fying issues, contractor quality control and 
being a visible presence on site.  Site visit 
reports are uploaded to our Head Office 
within hours to be actioned by the commu-

nication centre and property manager.
“All of this is designed to allow the prop-

erty manager to concentrate purely on the 
maintenance and the management of the 
building. The client relationship manager is 
there to manage the relationship with the 
client. The site inspectors are also there to 
free up the time of the property manager to 
concentrate on the proactive management 
of the building even more.”

Alongside the core service delivery 
aspects mentioned above, support ser-
vices are available to clients including: 
credit control, property transfer, risk man-
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agement, and health and safety support 
to assist clients with the full spectrum of 
management related functions for their 
property. Much of this is provided by spe-
cialist teams within the organisation, again 
allowing for the designated property and 
relationship managers to focus on the key 
areas of service delivery, whilst having this 
extra layer of expertise working behind the 
scenes to support them with important in-
formation.

Optimism is certainly rife that the re-
structure will bring continued success 
to the business going forward. Through 
the division of roles, responsibilities, and 
centralisation of support functions, the 
business has granted itself the ability to 
scale with ease, whilst simultaneously not 
affecting the level of attention given to 
individual clients. Additionally, it will also 
add increased accessibility to information 
and transparency for clients which might 
otherwise have been struggling to get in 
touch with their property manager. Being 
fully audited members of RICS and AR-
MA-Q, achieving, maintaining and building 
on the best industry practices is vital to the 
ongoing success of the company. This also 
provides Crabtree with direct access to up-
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Crabtree was actually one of the first managing 
agents in the market to become wholly carbon 
neutral (something it has now been for over eight 
years), which the organisation does try to bring into 
its interactions with clients wherever possible.
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dates on legislation ensuring they maintain 
compliance across their portfolio.

On the front of corporate social respon-
sibility, we see Crabtree as an organisa-
tion which clearly takes its responsibilities 
very seriously. Beyond providing a strong 
service for the customer, the organisation 
also has a key focus on responsible prac-
tices within its own operations as well as 
encouraging similar areas of responsibility 
with its customers. Indeed, Crabtree was 
actually one of the first managing agents in 
the market to become wholly carbon neu-
tral (something it has now been for over 
eight years), which the organisation does 
try to bring into its interactions with clients 
wherever possible.

Looking to the future, Crabtree aims to 
continue growing within London and the 
surrounding areas, with the core ambition 
being to utilise the additional support from 
Fexco to grow more effectively and become 
the managing agent of choice for the mar-
ket. The company is certainly in a strong 
structural position to be able to reach for 
these heights, and we certainly look for-
ward to seeing just how the organisation 
can scale up with its strategic approach to 
operations and customer service.

At Quill Construction Ltd we provide the highest 
possible level of service to all of our Clients. We offer 
services such as, Refurbishment and Maintenance, 

Mechanical and Electrical, Fire Precaution, New Builds 
along with many other aspects.

Quill Construction Ltd

01268 776 952
refurb@quillconstruction.co.uk

Tel:
Email:

} Grounds Maintenance
} Landscaping and Planting
} Communal Commercial Cleaning
} Water-fed Pole Window Cleaning
} Bulk Waste Removal. We hold an upper tier waste
 carrying licence so can do bulk waste of a large
 scale, including domestic general waste.
} Safe Contractor and Safe for Sites Approved

We provide all year round maintenance 
for all Commercial Sites, our dedicated 
staff provide a friendly uniformed service 
to the highest standard at all times.

For a free no obl igated quote please contact  Nei l  Carter  on:

telephone:  07944 509469
e-mail:  admin@cgmukltd.net
website:  www.cgmukltd.co.uk
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