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It encompassed along the way a change in Prime Minister 
(July), a General Election (December) and the ‘Brexit Bill’ 
(January), all overshadowed by the pandemic which swept 
across the globe in 2020. 

BCHA joined the National Housing Federation’s 
#Fixthehousingcrisis campaign during the General 
Election, urging local candidates to take seriously the need 
for a huge increase in affordable housing - in our case, 
across the South West. The financial year saw a change 
in Secretary of State for Housing, Communities and Local 
Government, as well as three Ministers for Housing, which 
makes meaningful engagement by the housing sector with 
Government very hard work.

The Board has continued its work in setting the strategic 
direction for BCHA and overseeing performance throughout 
the year. We were delighted to be informed in January 
2020 by our Regulator that BCHA’s financial viability had 
been reassessed and was felt to have been strengthened, 
meaning that the organisation is now on the highest grade 
for both governance (G1) and viability (V1). 

Starting in Autumn 2019, the whole organisation has been 
engaged in developing a new five-year Business Plan. The 
process started with staff workshops on ‘transformational 
planning for the 21st century’, led by external consultant 
Alan Lawrie. These involved looking back, looking around 
and looking ahead: what’s special about BCHA? What 
does a customer-focused organisation look like?  What’s 
on the horizon? (Admittedly, we failed to predict Covid-19!) 
How can we build to our strengths? What would a modern 

BCHA look and feel like and what would it offer our 
customers?

These ideas from across the organisation - including 
vision drawings from the participants - fed into Board away 
days in November 2019 and March 2020, with the Senior 
Leadership Team pulling together and developing key 
themes in between. 

We’re delighted to be able to share with you our Business 
Plan 2020-25 (p10) which we feel provides clear focus 
for BCHA over the coming years and we look forward to 
telling you in our next report more about what we’ve been 
achieving. 

Board members always enjoy visiting services and chatting 
to customers. I went to Boscombe Gardens to see the Ignite 
team’s Festival of Wellbeing in July 2019. Other members 
have visited services in Bournemouth, Bridport, Exeter, 
Wareham and Yeovil, visiting general needs properties, 
refuges and young people’s services and engaging in 
a range of activities: mental health drop-in sessions; a 
Nigerian day with those who have supplied food to our 
homelessness services; workshops on art, meditation 
and mindfulness, stressing less, building self-esteem and 
taking the next step. We’re consistently impressed by the 
positive and supportive atmospheres, the commitment and 
enthusiasm of staff for the services they provide, and the 
energy and openness exhibited by all. Thank you.

As I look back to 2019/20, I suspect that you, like me, find it hard to 
remember any other year which started in one place and ended in 
such a different one.

Mike Wood, Chair of the Board
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CEO’s Message

We restructured our supported housing services, 
strengthening Business Managers’ leadership roles and 
creating Senior Practitioner posts to promote expertise. 
A restructure of the Senior Leadership Team (SLT) was 
designed with the aim of growth - strengthening and 
expanding our services and resources to enable us to play a 
vital part within our communities as we work together to end 
homelessness and to make sure that everyone has access to 
a safe and affordable place to live. Customer engagement, 
involvement, designing and influencing our services is a key 
element of the new structure and features prominently in the 
new Business Plan 2020-25.
Our Development team has been working hard on a variety 
of projects to deliver more social and affordable housing 
for a range of customers (p4) and we’re exploring ways of 
improving existing homes. 
Working with local digital organisation DaiZy.io we have 
been piloting a number of devices using the Internet of Things 
connectivity to help improve management of homes and to 
enable our maintenance services to be more proactive and 
preventative. Already installing a number of smart boilers, 
helping customers better manage their environment, we 
have piloted in areas such as humidity sensors, water leaks 
and legionella temperature controls, as well as emergency 
lighting system compliance, which will reduce costs and 
improve data collection to inform future targeted investment. 
As well as improving our properties, small groups across the 
organisation considered processes which could be made 
more efficient through robotic process automation (RPA). 
Even before Covid-19 we had developed, with the help of 
external expertise, a customer-focused Digital Strategy to 
move to more agile mobile service and support, as well as 
giving more control to customers with investment in smart 
building technologies. This is embedded in the themes and  
many of the goals of the new Business Plan.

In May 2019, we brought the organisation together for our 
Bchangemakers celebration event, recognising with 
special awards those who have excelled in a variety of ways 
in supporting customers and each other. Our Investors 
in People annual review assessor was pleased to note the 
progress made in rewarding and recognising staff and 
keeping everyone informed. 
We know that Covid-19 will continue to shape our activities 
for a long time to come. We were proud of colleagues 
who worked and adapted, especially in frontline services, 
throughout those first few turbulent weeks in March and 
subsequently. Thank you to our staff and volunteers, as well 
as our customers who followed guidelines to keep themselves 
and those around them safe, despite the impact of lockdown. 
Many with support needs around mental and physical health, 
some with addiction issues, others with feelings of isolation 
and anxiety, job uncertainty and the need to support children 
unable to go to school. 
We’re all learning to work differently, employing online 
platforms to stay in touch with colleagues working from 
home, external partners and funders and others across our 
sector. The challenges are real but so is the momentum. The 
“Everybody In” initiative to help people who were rough 
sleeping shows what’s possible when we all work together. 
Now we are working with local partners to ensure nobody 
returns to the streets. 
In the coming year, we look forward to building more homes, 
providing more customer-designed and co-produced 
services, increasing campaigning and influencing and 
working to deliver the new Business Plan for the benefit of our 
customers and local communities.

The year saw many changes within BCHA in our constant quest to 
improve the services we deliver to our customers. 

Martin Hancock, Chief Executive

MARTIN HANCOCK
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Impact on Homes
Our 2017-2022 Business Plan included the ambition to 
increase the number of homes we own by a further 500 over 
the five years. By the end of March 2020, we were well on 
our way, with another 34 units added in the year, requiring 
250 units over the next two years to reach our target, 125 of 
which were already in progress. 
We have supported a range of customers with housing 
during this year, here are a few examples: COMPLETED OCTOBER 2019 

With Plymouth City Council, BCHA developed 12 one-bed flats 
specifically designed to meet the needs of people with medium-
level learning disabilities. These include a communal reception 
area and overnight staff accommodation. The individual flats 
within the supported extra care scheme deliver real quality 
of life improvements where individuals have better housing 
opportunities to develop independence skills and increased 
community connection.

COMPLETED OCTOBER 2019
BCHA provided nine brand-new flats in the centre 
of Bournemouth for our supported customer group. 
These self-contained modern flats provide suitable 
accommodation for those who wish to move on 
to more independent living, learning the life skills 
needed to live completely independently without 
support in the near future. 

MOVE-ON PROPERTIES, PLYMOUTH - 
COMPLETED APRIL/MAY 2020
During the year, BCHA negotiated the provision of further much-needed 
move-on accommodation in Plymouth, in line with the Plymouth Alliance 
Accommodation and Homelessness Prevention Strategy. We were able 
to purchase five one-bed flats in the city to provide independent living 
for those looking to move on to the next step in their lives. Plymouth City 
Council supported these acquisitions, and we were given grant from 
Homes England to buy them.

We have a further 2 flats under negotiation and another in the pipeline. 

COMPLETED NOVEMBER 2019
A redevelopment on former 
farmland. BCHA worked in 
partnership with Bayview 
Developments and Sovereign 
Housing Group to provide two 
shared-ownership two-bed 

family homes and five general needs flats. The site brings 
much-needed affordable-rent accommodation.

With the coronavirus pandemic, the need can only have 
increased and we thank all who are working with us to 
play a part in building comfortable and affordable homes 
in our communities.

Bridport Co Housing project
Working closely with a Community Land Trust (Bridport Co 
Housing), we are developing this 7 acre site which will provide 
an affordable co-housing neighbourhood. Comprising a 
mix of shared ownership and affordable rent units, we are 
constructing 53 sustainable, eco homes, with a common 
house and communal outdoor spaces. 39 of these properties 
will be ours, and the rest being Bridport Co Housing. 
Expected completion on this project is June 2022.

Marchesi Weymouth 
BCHA will redevelop this already owned site and build 31 dwellings, comprising 
18 x 2 and 3 bedroom houses and 13 x 1 bedroom flats. Seven units will be 
available for shared ownership and the remaining units will be rented to BCHA 

clients. The design of the development has been very important 
and will sit well within its established area. Estimated completion 
on this project is February 2022.
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In 2019/20, BCHA’s Homelessness, Health and Wellbeing 
Department successfully bid for new contracts (nearly £1.4 
million), re-tendered for existing contracts (over £650,000) 
and continued with some extended for a further year (just 
under £3 million). We provided a safe home along with 
additional support for a range of people, as well as giving 
outreach support to customers in their own homes. 

New contracts included ‘Housing First’ in mid and east 
Devon and in Exeter and a peer mentor and co-production 
development pilot commissioned by Homeless Link. We 
were successful in tendering for a homeless hostel and 
temporary accommodation service in Yeovil. Here are 
some highlights:

Somewhere safe to stay
Based in Plymouth, commissioned by the Ministry of 
Housing, Communities and Local Government to develop 
an assessment and accommodation hub for people 
experiencing homelessness. BCHA is part of the Plymouth 
Alliance* and we used 12 units of accommodation in a 
property we manage to bring services together in one 
place, staffed by a combination of the Local Authority 
and the Alliance. Complex needs support workers, 
trained in mental health, substance misuse and trauma-
informed approaches, offer 24/7 support. A contingency 
pot supports swift move on, with help to pay for rent in 
advance, rent deposits and furniture. 
Community front rooms (CFRs) and recovery houses
This contract is pioneering in its approach and forms part 
of Dorset HealthCare’s ‘access mental health’ pathway, 
with BCHA partnering with two local charities - Burrough 
Harmony and Hope - to provide Community Front Rooms 
in Wareham, Bridport and Shaftesbury respectively, as 
consultation had shown that better access to support was 
needed in rural areas. The CFRs are drop-in centres (no 
referrals needed), staffed by mental health professionals 
and peer specialists (people with personal experience 
of mental health issues), open to anyone over 18 who is 
struggling to cope and approaching a crisis point. 

CFRs are welcoming, informal, safe spaces, open 
Thursday to Sunday from 3.15-10.45 pm - the hours shown 

to be those of greatest need - where people can discuss 
their problems. Staff do not offer medication or structured 
therapy, but rather self-management advice and support 
that helps people find the solutions to aid their recovery.

Those needing a longer period of support can be referred 
to the Recovery Houses in Poole and Weymouth, which 
provide a safe place for guests to stay for up to two weeks. 
An additional new service - Safe Stop - has since been 
developed with Dorset Health Care to support people 
who are intoxicated with alcohol and in emotional distress/
mental health crisis; this is unique to Dorset. 

Art Therapy - Gabriel House, Exeter 
Funding enabled us to try some inventive approaches 
too, such as a weekly Art Psychotherapy group set up by 
Yuko Micus as a safe space for residents to be creative 
and playful, learn new skills, find distraction and build 
relationships. Sessions were flexible, with anyone welcome 
to join in or just to watch and chat. Yuko aimed to increase 
mental health awareness and support and to facilitate 
conversations, with art providing a space to talk about 
difficult feelings, emotions and traumatic experiences, a 
place where behaviours can be challenged and reflection 
encouraged. 

New Ways of Supporting our Customers

*Plymouth City Council have created an alliance to improve the 
lives of people with complex needs by supporting the whole 
person to meet their aspirations.

Making art today has helped me take 
my mind off other thoughts

It’s a different way of expressing 
yourself through art. Like, when there’s too much 

pain and there’s no other way of letting it out
It’s relaxing and I like the company. 

I could be doing this all day

The customers who have joined the sessions have 
found them overwhelmingly positive and their 

comments include: 
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Impact of our Services

62 bathrooms, 
29 kitchens, 

54 boilers replaced 
& 13 communal 
areas redecorated

70 new prison 
buddies trained  

and 752 
older people 
with convictions 

supported

We housed 
43 young 
people

Opened 3 
Community 

Front Rooms to 
support individuals 

struggling with 
issues of mental 

health

Engaged 100 people 
through the Football 

Club with 60% reporting 
improvements in 

their mental health

Supported 
357 people 

through the
Retained our

 
award for 

another year

Housed 43 young 
people across Dorset 
with 41% success-
fully moving on to 
their own property and 

45% gaining 
employment

Provided a 
business location 

for over 
10 organisations

at

26,000
meals 
supplied 

from
The Factory

£3.1 million 
invested in 

maintaining 
our properties

Secured 
permanent 

accommodation 
for 11 

individuals 
through the Housing 

First scheme

£££
NCS raised over 

£6,680 
for the local 
community

Over 200 people 
joined us for the 

Festival 
of Wellbeing

over 1300 
new 
customers 
have moved in

Completed 
our first ever 

Staff2Tenant 
Survey
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Staff2Tenant Survey
We carried out a STAR survey in June, led by staff 
contacting tenants - focusing on customer satisfaction 
with their homes, the repairs and cleaning services 
provided and our communication with them. We 
launched our new ‘Tenant Talk’ magazine, then initiated a 
Staff2Tenant survey prior to Christmas 2019.

The Staff2Tenant survey focused on involving as many 
BCHA staff members as possible in a direct conversation 
with our customers to gather information and engage 
customers in our future strategic direction. It also helped to 
assess the accuracy of our contact information and gather 
data to inform the development of our services and how we 
influence others. 

The questions focused on gathering information around 
the following topics:

1. Rent affordability and home-owning
2.   Awareness and interest in BCHA’s skills and    
 employability services
3.   Interest in further involvement
4.   Overall satisfaction with BCHA

There were many highly positive comments from tenants 
about their experiences with BCHA. 

  Staff are very supportive 

  Rent is good compared to the private sector

  I’m pleased with my residence

  I like my home and feel safer here than I ever have  
  done before

Following the survey and the increase in customer 
engagement during the COVID-19 outbreak, the SLT 
has set up a cross-organisational working group on 
customer engagement. The group will be responsible for 
setting clear engagement priorities for the 2020/21 year, 
with the overall aim of improving customer choice over 
the factors that affect their daily lives.

The Factory is proud to have increased its conferencing by 30% over the 12 months to March 2020 to reach 782 bookings. This was 
achieved by developing long term relationships with the NHS and local councils, partners who share our values and support the 
local community. These customers appreciated the discounted commercial rates we provided, the spacious car parking available 
and also our flexible offer, with no deposits, invoicing after the event and no-penalty rescheduling options.  This means that training 
programmes which directly improve the lives of those most in need are delivered with ease, in a professional and supportive 
environment, with any profit reinvested to support BCHA’s customers. Feedback confirms that the way of working delivers positive 
results for these organisations and value for money for the third sector.
All customers are asked to complete feedback forms, which showed a significant improvement over the period: 78% report that 
service is excellent (scoring 10) and 100% good (scoring 8) or above.

Ownership & Affordability
Would you like to own 

your own home?

Yes 
62%

No 
38%

Is your rent
affordable to you?

Yes 
84%

No 
16%

Are you interested in 
being more involved?

Yes 
39%No 

50%

Maybe 
11%

were satisfied 
or very 

satisfied with 
BCHA 

Overall Satisfaction

72% 

18% 

10% were dissatisfied 
or very

dissatisfied

were neutral
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Partnerships
Partnership working has always been central to how we work 
at BCHA. 

By collaborating with local, regional and national organisations from 
the private, public and third sector we are able to draw on a broad 
range of expertise, resources and experience to deliver the best 
outcomes for our customers. We would like to thank every individual 
and organisation that has been part of our journey during 2019/20 
and we look forward to working with as many of you as possible in 
the coming years. 

We worked in partnership with Local Councils and Health services 
across the south and south west, valuing the time, energy and 
money they were willing to invest into solutions for their communities: 
the Plymouth Alliance and Plymouth Housing Development 
Partnership have drawn together many local groups to deliver a 
system of support for people with complex needs, and increase 
affordable housing options; Exeter City Council and Devon Councils 
worked to further develop their work around their Homelessness 
Partnership; Somerset Councils have coordinated their housing 
and support initiatives, and the new Bournemouth, Poole and 
Christchurch (BCP) and Dorset Councils, which came into being on 
1st April 2019, have been developing ways of working together to 
tackle issues across the county. 

Our new business plan (2020-2025) recognises the importance of 
collaborating to inspire change. Partners are critical to achieving 
better lives, better homes and better communities.

Please get in touch if you wish to get involved by email to
customerservices@bcha.org.uk

Photographs were taken at the 
BCHA Bchangemaker Award Ceremony 

- May 2019

Chris Hancock from Crisis

Rachael Orr from PlaceShapers

John Little from Vanguard

Martin Hancock & 
Leon Tatlock, Founder of Daizy
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The end of the financial year saw a deepening of the impact of coronavirus, 
with the Prime Minister announcing lockdown on 23 March 2020. The 
Government ordered all dormitory-style accommodation closed, which 
meant our teams involved in winter shelter provisions had to work swiftly 
alongside our partners to find accommodation for all rough sleepers in 
Plymouth, Exeter and Yeovil. 

As a BCHA team, we:

 Received the transfer of a 30-bed hostel with support in Yeovil alongside the opening of 10 beds of additional  
 emergency rooms in a hotel and the opening and hand back of existing properties.

 Closed and moved residents from the bunks at Gabriel House, Exeter, opened a night shelter offering 
 7 emergency beds, transferring the remaining residents to alternative provision.

 Set up and opened 26 units of emergency temporary accommodation across two properties in Plymouth. 

Getting suitable arrangements in place rapidly to enable customers to keep safe, with some of the team working 
from home or self-isolating, was critical and was carefully managed by colleagues across BCHA. This included the 
completion of comprehensive rapid risk assessments, new infection control protocols and significant adjustments for 
staff and customers. 

Alongside this we have responded to the urgent needs within our existing hostel, temporary accommodation, hospital 
discharge and outreach services.

Earlier in this report, you read about our new mental health drop-in centres called Community Front Rooms which 
transitioned to providing support by phone as well as face-to-face meetings virtually, using the NHS’s Attend Anywhere. 

Colleagues have been able to access grants and donations, thanks to the generosity of local companies, such as 
AFC Bournemouth, ButtleUK, Cosaraf Charitable Foundation, 4Com, David Gibbons Foundation, Dorset Mums, 
JP Morgan, League of Helping Hands, Tela Technology, Tesco’s, Vicar’s Relief Fund (St Martin’s in the Field) and 
Wave 105. Customers were helped in many different ways, such as paying off rent arrears and supplies of food, 
toiletries, laptops, furniture, white goods, carpets and gym clothes, equipment and membership.

Our Ignite Team, unable to continue classroom support, transferred to online activities, releasing encouraging Vlogs 
and Facebook Live sessions across a range of issues, as well as updates from our allotment: why not take a look at 
BCHA’s Support channel on YouTube: bit.ly/3baT77B.  

Recoop created distraction packs that were distributed through our services, partners and by the NHS to help entertain 
isolated individuals during the lockdown period. 

Looking forward we will learn from this experience and jointly design a future way of working that meets the needs for 
agility whilst maintaining the safety and wellbeing of staff and colleagues. 

Coronavirus Pandemic
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New Business Plan
BCHA’s new five-year business plan 2020 - 2025: 
Collaborating to Inspire Change
In June 2020 the Board approved our new business plan 
which has four focus areas: customers, homes of choice, 
working together and business growth. This plan was 
developed in consultation with staff, customers and the 
Board, facilitated by Alan Lawrie. Next year’s impact report 
will look at progress against the 12 goals contained in the 
new plan.
Our Mission
To help people take control of their own lives. Wherever 
people feel vulnerable or don’t know where to turn, we 
equip them to find a way forward by offering the highest 
standards of support for housing, health, learning and work.

Our Vision
Working together - building better homes, better lives, 
better communities 

Our Core Values
• Personal integrity 
• The importance of every individual
• Outstanding service to people
• The importance of working together 
• Professional competence

What We Do Best
• Providing a range of opportunities for people in need
• Going the extra mile / Not giving up 
• Dedication and Commitment 

For the full business plan please refer to our website: www.bcha.org.uk/business-and-performance/

1.  Developing an accessible digital 
 customer portal

2.  Developing and inspiring change 

3.  Becoming a landlord of choice

4.  Creating safe and comfortable homes

5.  Creating smart buildings

6.  Developing affordable and 
 sustainable homes

7.  Working as agile teams

8.  Raising our profile to influence

9.  Owning more homes 

10.  Ending homelessness

11.  Providing support around health,   
 wellbeing and skills

12.  Reinvestment possibilities created 
 by commercial offer

The Goals



BCHA has produced a full set of consolidated 
Financial Statements for the year ended 31 March 
2020. A copy of the full set of our financial statements is 
available on our website.

Membership Policy
Membership of BCHA is open to anyone over 18 years 
of age or over, including BCHA’s residents, and we 
particularly encourage applications from minority groups.
Applications for shareholding membership or membership 
of the Board may be made in writing. Further information 
or copies of these recruitment policies and BCHA 
rules are available from the Company Secretary at 
companysecretary@bcha.org.uk

bcha.org.uk

Care Homes
Supported Housing 
General Needs
Shared Ownership
Other

BCHA OWNED OR MANAGED 
HOUSING STOCK 

61
643
778
19
52

2019/20

Room in Shared Scheme 
Bedsits  
One Bedroom
Two Bedroom
Three Bedroom
Four+ Bedroom 

OWNED STOCK TYPES

628
5

429
112
17
2

2019/20

Rent & Service Charges 
Support Contracts   
Revenue Grants  
Learning Services  
Other Income 

INCOME SOURCES

56.2%
17.9% 
7.1%
4.5%

14.3%

2019/20

THE YEAR 
IN FIGURES  2019/20    2018/19  

 £’000 £’000
Housing Properties at Cost 65,814 62,696
Other Fixed Assets 3,292 3,465
 69,106 66,161

Balance Sheet

Current Assets 6,922 4,557
Less: Current Liabilities (4,690) (4,986)
 2,232 (429)
NET ASSETS 71,338 65,732
Funded by: 
Long Term Loans 26,352 24,747
Other Creditors & Provisions 592 520
Capital Grants 32,709 29,139
Restricted Reserve 119 170
Accumulated Surplus 11,566 11,156
 71,338 65,732

Income and Expenditure
INCOME 2019/20    2018/19  
 £’000 £’000
Gross Rents & Service Charges Receivable 12,067 11,693
Support Contracts 3,647 3,224
Rent Losses from Voids (624) (577)
Revenue Grants 1,437 1,250
Learning Services 927 1,329
Other Income 2,925 3,042
 20,379    19,961 

EXPENDITURE      
Staff Costs 7,597 7,296
Food & Welfare for Residents 338 355
Maintenance Costs & Provisions 2,925 2,092
Rents Payable 2,650 2,651
Depreciation of Housing Properties 1,245 1,104
Other Expenses (inc. Services & Support) 4,242 4,529
 18,997 18,027
Operating Surplus For Year 1,382 1,934
Net Interest on Loans (1,023) (912)
Surplus on Sale of Housing Property 0 0
Retained Surplus for The Year 359 1,022 



Michael Wood Chair / Dylan Phillips Vice Chair / Gillian Downey

Paul Dyer / Melanie Earnshaw / Rodger Hawkyard / Julie Leigh 

Gerry Moore / Dee O’Neill / Ann Parramore / Sally Reay / Jonathan Rickard

Our Board of Management

Thank you to the Trustees of the BCHA Group

Bournemouth Churches Housing Association Limited is a charitable registered society under the Co-operative and Community Benefit 
Societies Act 2014, registered with the Financial Conduct Authority No. 18497R and with the Regulator of Social Housing. 
Registered office: St. Swithuns House, 21 Christchurch Road, Bournemouth, Dorset, BH1 3NS. 
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Need help with Housing, Learning or Health?
Call 01202 410 500 / Email enquiries@bcha.org.uk
St Swithuns House, 21 Christchurch Road, Bournemouth BH1 3NS


