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Chair and CEO’s message
MIKE WOOD, MARTIN HANCOCK

We must start by thanking all of our colleagues and partners for 
the work that went in to the achievements of the past year and an 
additional thank you to everyone who has continued to demonstrate 
such professionalism and commitment during the COVID 19 pandemic. 
So many have gone that extra mile to ensure customers are safe, 
well and engaged during all the various lockdowns and restrictions. A 
noteworthy achievement is that they ensured there were no significant 
outbreaks or disruptions to services.

Thank you for your resilience and dedication.
Every three years, we take stock of progress and re-assess our current 
operating environment, as well as future challenges and opportunities, 
and revise our plan accordingly. We had already begun this process 
before COVID came along and the board and executive team were 
committed to ensure that we followed it through, looking beyond what 
transpired in March 2020. The final plan was accordingly approved in 
May 2020.

We began the process of review with a series of eight staff engagement 
sessions in the autumn of 2019, which were expertly facilitated by Alan 
Lawrie of Mellor & Lawrie Management Consultancy, who also then 
led sessions with the Senior Leadership Team and the BCHA Board.  
This Impact Report reflects the four themes of the latest Business Plan 
2020-25 Collaborating to Inspire Change, which is certainly what 
had to happen with all partners during the pandemic. This report is 
evidence of so many achievements and successes for our customers, 
thanks to our colleagues across BCHA. 

We want to see an end to homelessness. Instead, we want to see 
people living as independently as possible, in safe and secure 
affordable homes. The Government’s Everyone In initiative, which 
was implemented to ensure everyone could be safely housed 
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from rough sleeping, sofa surfing, living in unsuitable 
accommodation or homeless, having lost their job, has 
shown what is possible when everyone works together 
and sufficient funding and desire all come together. 

We are proud to have played a part in this initiative 
across the South West, both in the initial stage and 
now, latterly, acquiring new longer term self-contained 
accommodation and providing targeted support to make 
it a positive permanent solution.

BCHA is a values based, purpose driven organisation 
and this has been demonstrated again through the 
resilience of all our colleagues. Drawing on our mission, 
vision, values and culture, alongside the key drivers 
and needs in our communities, we have focused on 
four themes: customer focus, homes of choice, working 
together and growth. 

This report, covering the first year of the new plan and 
direction, demonstrates progress towards a culture of 
transformation, enabling agile working, development of a 
quality framework, building smarter homes and becoming 
a landlord of choice. We provide support beyond housing 
while creating affordable and sustainable housing 
solutions. We have raised our profile to influence others 
and to build on the social dividend of increased public 
concern for those in need and contribute to the national 
momentum seeking to end homelessness.  

What has been clearly identified from the Government 
response to the pandemic is that, with the right focus, it 
is possible to end rough sleeping in the short term and 

move towards ending homelessness. It has highlighted 
once again the desperate need for more social and 
affordable housing along with ring-fenced funding to 
support people to move forward with their lives. Sadly, 
there will be no shortage of demand for the services and 
homes that BCHA provides and you can see how BCHA 
has touched the lives of so many people – a far greater 
figure in fact than its actual housing accommodation 
numbers. 

The COVID pandemic has ushered in a new normal 
and we will need to continue to be a solutions-focused 
organisation. By collaborating with customers, colleagues, 
agencies and partners we will continue to inspire change 
and contribute to the ending of homelessness and the 
development of long term affordable homes, enabling 
customers to find volunteering and employment 
opportunities

Like others, we will now operate in the context of a 
much tougher social and economic recovery and further 
ramifications of the pandemic. We must push forward 
and influence to ensure our customers are not forgotten. 
as we strive for better outcomes for our customers.

Despite these unprecedented challenges, we will stay 
focused and collaborate to inspire the change needed 
to achieve our vision: Working together, building better 
lives, better homes and better communities.



Developing and inspiring change

Bournemouth and Poole Refuges

Bournemouth Refuge

BCHA’s focus over the past year has been on 
collaboration and developing new proactive approaches 
to working. We have asked ourselves what does “good” 
look like in terms of quality of service and are we being 
creative and innovative when it comes to understanding 
and meeting our customer needs. In particular, we are 
using data to inform our work and are responding to the 
challenges posed by COVID by trialling new services 
that give our customers and our communities what they 
most require. 

BCHA’s Bournemouth and Poole refuges are safe houses for individuals and their children, who have 
experienced or are experiencing domestic abuse. Here they can access support, such as the Pattern 
Changing and Freedom educational courses, to help them rebuild their lives and live a life free from 
abuse. The Pattern Changing and Freedom courses can help break patterns of abuse and regain 
confidence and self-esteem.   
 
We also provide outreach services to support domestic abuse survivors in the community and in 
2020-2021 we supported 906 customers in Bournemouth and Poole.
 
Lockdown proved a catalyst for domestic abuse and both refuges found themselves faced with 
increasing numbers of customers in urgent need of support.

59 adults were supported through Bournemouth Refuge

249 people applied for the Pattern Changing/Freedom 
abuse support courses

 A total of 103 individuals completed the abuse
support courses
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Caroline Moylan, Director of Homelessness, Health and Wellbeing: “The past year has been incredibly 
hard for people, with Covid presenting significant challenges with increased job losses, increased stress, 
increased domestic abuse rates, compounded with the difficulties in maintaining service delivery because 
of Covid restrictions. I am exceptionally proud of the hard work and dedication of BCHA colleagues in 
being able to maintain services and to support people in the communities in which we serve.”

In September 2020, using funding from the 
Office of the Police and Crime Commissioner, a 
virtual Pattern Changing course was introduced, 
which has been immensely popular since it was 
introduced, rising from seven new customers in 
June 2020 to a peak of 28 in December 2020, 
and 24 customers in March 2021.

How to apply to join thePattern Changing course 
For further information about the PatternChanging course or to apply for a place, pleasecontact, if you live in Poole:

Poole Refuge: 01202 748488 or emailpoolerefuge@bcha.org.uk 
or, if you live in Bournemouth or Christchurch:
Bournemouth and Christchurch DomesticAbuse Services: 01202 547755 or emailbournemouthrefuge@bcha.org.uk

You can either self-refer, or, if you are supportingsomeone who you think might benefit from thecourse, you can refer them.

“I feel so much more empowered andaware of the things to look out for. I trustmy instincts and decisions and I amexcited about the future. I wouldabsolutely recommend this course.”

“Amazing course! Made me realise howbad things were and how strong I am. Iam a much more positive and openperson as a result of the course.”

“I am more assertive and aware of howpeople are behaving around me.  Thiscourse has built up my self-esteem. I ammore confident as a parent.”

How Pattern Changing has transformed the lives of domestic abuse survivors

Learn to break
the cycle of

abuse
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“I want to really thank you 
for the Pattern Changing 
course. It has changed 
my life. I am starting 
to go outside and I am 
talking to my neighbours. 
The ladies in the course 
feel like friends to me.  I 
had no friends before 
this course and I was 
completely alone.”

   Poole Refuge
52 adults and 59 children were 
supported through the Poole 
Refuge

172 people in total applied for the 
Poole Refuge’s abuse support 
courses

A total of 109 individuals 
completed the abuse support 
courses through Poole Refuge 

  Women of Words
Anna McLaughlin has collaborated 
with the Valise Noire Storytelling 
Theatre on an exciting creative 
writing project, called “Women of 
Words, Dorset” which has enabled 
participants from Anna’s Pattern 
Changing course to explore their 
recovery journey through writing 
poetry and stories. The creative 
writing sessions were funded by 
the National Lottery Heritage Fund 
and the words were performed 
anonymously by actors at the 
BEAF Festival in Boscombe. An 
exhibition was created and shown 
at Boscombe Library.

   Accommodation move-on successes
The Bournemouth Refuge team has successfully supported five individuals 
to move on into permanent accommodation, which is an amazing result. A 
further seven people are nearing a point at which they can move out.  

   Employability and skills  - Ignite
BCHA’s Ignite employability and skills service offers a variety of programmes, 
from personal development to a Horticultural Level 1 course, which provide 
continuous support to help individuals achieve their goals. The team’s 
success rates have proven the effectiveness of the Ignite courses, which 
deliver learning and training opportunities for hundreds of people each year, 
supporting them into employment, volunteering and further education.

   51 Vlogs with over 4000 views on Facebook and YouTube
   11 Recordings of live video sessions with nearly 2000 views on Facebook              
   and YouTube

building better lives better homes better communities

How to apply to join thePattern Changing course 
For further information about the PatternChanging course or to apply for a place, pleasecontact, if you live in Poole:

Poole Refuge: 01202 748488 or emailpoolerefuge@bcha.org.uk 
or, if you live in Bournemouth or Christchurch:
Bournemouth and Christchurch DomesticAbuse Services: 01202 547755 or emailbournemouthrefuge@bcha.org.uk

You can either self-refer, or, if you are supportingsomeone who you think might benefit from thecourse, you can refer them.

“I feel so much more empowered andaware of the things to look out for. I trustmy instincts and decisions and I amexcited about the future. I wouldabsolutely recommend this course.”

“Amazing course! Made me realise howbad things were and how strong I am. Iam a much more positive and openperson as a result of the course.”

“I am more assertive and aware of howpeople are behaving around me.  Thiscourse has built up my self-esteem. I ammore confident as a parent.”

How Pattern Changing has transformed the lives of domestic abuse survivors

Learn to break
the cycle of

abuse

Total Referrals 643
Achieved Qualifications 232
Job Outcomes 16
Voluntary Work Placements 8
Increased Confidence 93%
Increased Motivation 90%
Achieved Qualification (% of initially engaged) 89%

“I’d like to thank you for the 
opportunity to attend the 
BCHA course. It somehow 
changed my life. I received 
my personal development 
skills certificate today and 
I’m happy that I’ve accomplished one of my set goals – I’ve recently 
moved to much better accommodation. Thank you again.”
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    No Recourse to Public        
    Funds assistance
Refuge support worker Faith Shimongola 
has proactively assisted three women at our 
Bournemouth Refuge who had no recourse to 
public funds. The work she undertook involved 
overcoming many bureaucratic challenges, 
including applying for benefits, national insurance, 
attending appointments, accessing social housing 
and sourcing free immigration advice.

    Steps to Success
The first phase of BCHA’s Steps2Success initiative 
to support young people in the BCP area of Dorset, 
concluded in April 2021. During its time the project, 
which was funded by the Education & Skills Funding 
Agency and the European Social Fund, achieved: 
   21 starters
   12 young people fully engaged in one to one coaching
   and mentoring  
   8 of these secured paid employment
   7 achieved accredited learning 
   1 gained a voluntary placement to prepare for work
Because of its success, the CSW Group (a not 
for profit organisation delivering learning and 
work opportunities) has awarded an extension 
for additional funding to enable Steps2Success 
to reach out to a further 29 young people through 
2021-2023.

      Housing First
Housing First is a collaboration between Julian 
House and BCHA to provide flexible housing-
related support to some of the most marginalised 
individuals in Exeter City. The main focus 
throughout the pandemic has been to maintain 
support and contact with customers and to keep 
them motivated. 
   11 customers supported in their own accommodation
   2 customers supported while rough sleeping
   2 customers supported in temporary/supported accommodation

   Co-production
   & peer mentoring 
The Co-Production and Peer Mentoring service is 
funded by Homeless Link and is part of Housing First. 
Involving people with their own lived experience is 
invaluable in the provision of housing and support 
services. Co-production recognises people as assets 
and builds on people’s capabilities, developing 
reciprocal relationships and encouraging peer 
support. We have also developed a range of other 
activities in which people can be involved: podcasting, 
a diary room, and an expert panel. To date four peer 
mentors have been recruited, trained and supported 
to use their lived experience.
“When services are genuinely co-produced they work 
better because they make the most of the shared 
expertise of people who work in the service and the 
people who have lived experience.” Mike Knowles, 
Co-production and Peer Mentor Development Worker 

   Community Front Rooms
The Community Front Rooms are part of Access 
Mental Health Dorset, a community service 
commissioned by Dorset Healthcare (DHC) and 
delivered by BCHA. They are situated at Wareham, 
Bridport (run by Burrough Harmony), Shaftesbury (run 
by Hope – Shaftesbury & District Carers Association) 
and a new one in Weymouth (opened June 2021). 
They offer a non-clinical environment for people over 
18 years old who are in need of mental health support 
(as an alternative to crisis support in a hospital). 
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“I would like to say your services are amazing and 
vital at helping people through you’ve helped me grow 
as a person by guiding and supporting me. So thank 
you.”
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The Wareham, Bridport and Shaftesbury Community 
Front Rooms supported 1284 individuals between 1 
April 2020 and 31 March 2021.
The CFRs adapted their face to face service using the 
virtual Attend Anywhere facility as well as telephone 
support. Between January to March 2021 the opening 
hours were extended to seven days per week instead 
of four, due to the increase in demand. The number 
of calls increased by 275% in that period compared to 
the previous year.

   Poole and Weymouth    
   Recovery Houses
Our Recovery Houses are designed to support 
people who are heading towards crisis but do not 
warrant hospital treatment, yet do need additional 
support, as well as for individuals stepping down 
from hospital treatment. During the past year the 
Recovery Houses have helped 1,367 customers from 
all walks of life, aged between 18-85 years. Although 
the maximum stay is two weeks, much is achieved 
in that time through group activities, art and cookery 
classes, therapy dog sessions and even mindfulness. 
Customers achieve a fresh sense of purpose in their 
lives: 
“The staff are so supportive and amazing to be around. 
They have supported me moving forward and thanks 
to them, I am ready to start a new chapter in my life.” 

   Mental health support
Millennium House, Cornelia Lodge
and Amica House
Over the past 12 months the team has striven to 
improve the quality of support, focusing on a person 
centred and solution centric approach. The team has 
successfully moved on 13 customers to independent 
living in both social and private housing units. 
    28 customers supported through Millennium House
    13 customers supported through Amica House 
    7 customers supported through Cornelia Lodge

   Denley House
COVID-19 has been tough for Denley House customers 
as the majority are clinically vulnerable. Colleagues have 
worked extremely hard to ensure customers receive a high 
level of support and are able to maintain their tenancy. It is 
an absolute priority that Denley House is a safe place for 
the customer group to live and that their individual needs 
are met.

building better lives better homes better communities

RECOOP
Part of the BCHA group, RECOOP has for the past 
ten years been supporting and delivering services 
to help individuals with convictions both in prisons 
and the community. Despite lockdown, RECOOP 
has achieved some impressive results thanks to 
dynamic and innovative teamwork.   

On Track – get walking pack delivered to nine prisons, 
healthcare providers and BCHA internal partners
780 sets of booklets and stepometers have been 
despatched. 
Wing It small group social activity resource packs sold to 
ten prisons. 
Buddy Support (peer training and support scheme) - Train 
the trainer course delivered to staff from four prisons. 
Trained up 46 new prisoner Buddies and provided both 
telephony and one to one support to over 200 of those 
identified as in most need.
Distraction packs distributed to 700,000 prisoners 
throughout the UK and abroad. 
119 participants enrolled on the CFO 3 programme to 
help with social inclusion and move individuals closer to 
employability. 
78 accessed specialist intervention support
51 engaged and completed training development courses
13 went on to enrol in further education, register as self-
employed or started volunteering. 
A further 8 secured new jobs.
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Customer Engagement Strategy
This one-year strategy sets out our approach and commitment to customer 
engagement and involvement and is aligned to our business plan.  This strategy 
will ensure we are in a strong position to meet proposed regulatory changes as 
set out in the Government’s Social Housing White Paper, adopt good practice and 
more importantly ensure we incorporate the customer voice in everything we do. 
The strategy is also aligned to TPAS National Tenant Engagement Standards 2021, 
which offer a blueprint for how an organisation could approach their engagement 
activity effectively. As part of our commitment to continuous improvement, we have 
produced a set of service standards to evaluate/monitor our service delivery.

Creating Safe and Comfortable Homes
In the last financial year, we accommodated 2,300 different households 
in just 1,245 units, which demonstrates the considerable impact we have 
had on so many people despite our relatively small size as a housing 
association.

General 
needs 
welfare 
checks
Welfare checks 
made successfully 
with 320 tenants 
during lockdown

New Leaf Repairs

Compliance checks     
During the pandemic, we continued to carry out compliance-related safety checks, 
including gas servicing and electrical testing. We’ve endeavoured to accommodate 
individual requirements as much as possible, while still following official guidance.
    Electrical Installation Condition Reports - 246
    Gas safety checks - 641
    Fire Risk Assessments - 102
    Asbestos surveys & re-inspections - 123

Financial inclusion
Our Financial Inclusion Officer supported 31 customers, 
helping them apply for benefits, manage their money 
and assisted them in contacting relevant agencies.

Hony Premlal, BCHA’s 
Director of Customer, 
Homes and Tenancy:
“Customers are at the heart of 
everything we do at BCHA, which is 
why we have been working hard over 
the past year to improve our services 
and the way we deliver them, as well as 
building trust and better relationships. 
We want customers to feel they are our 
valued partners, whose voices are an 
integral part of every decision we make 
and who are part of our journey. We 
are committed to providing excellent 
service and to being fully accountable 
to our customers, but when we get 
things wrong, we want our customers 
to tell us, so we can find a solution. 
We are excited to be supporting the 
National Housing Federation with their 
Together with Tenants (TWT) charter, 
which we adopted in March 2021. 
It aims to strengthen relationships 
between landlords and tenants and to 
provide more transparency.”

Planned work 76
Responsive repairs 4,104

Voids 798
Compliance checks 1,112

Homes
of Choice

Welfare visits
During the different lockdowns, the tenancy and income teams focused on supporting 
tenants who did not usually receive regular contact with BCHA or other support 
services. The aim was to contact as many residents as possible during day to day 
work, as well as those from whom the team did not hear regularly.



Creating Smart buildings
BCHA partnered with local technology company Daizy in 
2020 to install IoT (Internet of Things) sensors in some 
of our customers’ homes. The data available from these 
devices fed directly into a platform that allows our team 
to view and act on the data where required. 

In late 2019 temperature and humidity sensors were 
installed in 22 flats that posed a potential high risk of 
damp and mould. Over the past year the devices have 
provided invaluable data to allow early intervention 
before affecting our tenants’ health alongside the 
health of our building.

88 Legionella sensors were installed across 25 sites 
to monitor water temperature and flow to mitigate 
the risk of legionella bacteria forming. More of these 
are being installed in 2021 with the aim to cancel the 
need for contractor visits. 

Customer benefits from 
installing sensors:
Reduced contractor visits as we can remotely monitor the 
‘health’ of our buildings 
Customers are more engaged and can use technology to help 
manage their home 
Alerts to change in patterns for customers in vulnerable situations
Early indication of potential fuel poverty 
Reduced resource needed therefore more time for our team to 
support our customers

Safeguarding
BCHA has worked hard over the past year to further raise 
the profile of safeguarding across the organisation with an 
emphasis on person-centred and strengths-based practice. 
We have hosted our own Level 1 and Level 2 safeguarding 
courses for staff in-house throughout the pandemic to ensure 
good practice. This has allowed us to provide safeguarding 
responses to support customers at the earliest opportunity 
and to help them achieve their chosen outcomes. Training has 
been complemented by safeguarding leaflets being produced 
and distributed for both customers and staff. A Safeguarding 
Champions network has also been established to provide local 
safeguarding advice and to help develop our policy and training 
resources based on direct customer and staff feedback. 

Playroom makeover at Bournemouth Refuge
BCHA’s children’s support worker, Nicole Shearing, has worked throughout the 

pandemic to improve the communal playroom at the Bournemouth Refuge, 
using funding achieved by a Just Giving fundraising campaign, generously 
supplemented by donations from a wide range of organisations. Thank 
you to: The Dorset Children’s Foundation, Tesco, Sainsbury’s, Kids Out, 

Buddybags and Castlepoint Library. Here’s what some happy parents had 
to say: 

“I’m going to spend most of my time in here!” “I’m going to bring my child 
in here for an hour each day.” “I love the neutral colours.”

Gold standard 
room makeovers
The Bournemouth 
Refuge team has been 
working hard to renovate 
each of the site’s 18 rooms. 
Every time a resident moves 
on, the room is repainted and 
new flooring installed.  Senior 
Practitioner Rio Argent says:
“The feedback is very positive and the residents love the 
colour schemes and modern items we have chosen.” 
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As the COVID-19 crisis unfolded, BCHA, working in close 
collaboration with multi-agency partners across the South 
and South West, acted quickly to meet the urgent need for 
additional accommodation and essential support services for 
people who were either sleeping rough or who would have 
been temporarily homeless during lockdown.

Our priority was keeping customers and colleagues safe, 
while at the same time maintaining a high level of support. 
Faced with an ever changing situation, we had to adapt and 
find workable solutions in order to continue delivering our 
services. As fear gripped the nation, we had to build trust with 
our customers – not an easy task when everyone was having 
to follow official guidance from the Government and NHS.

How we supported customers during COVID
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We kept all supported 
accommodation and services 
open, but restricted to 
essential service

Face to face contact was 
replaced with increased 
telephone and email support
to:

Talk through any concerns
Provide practical support with 
financial difficulties, such 
as paying rent or claiming 
benefits
Signpost people in self-
isolation to dedicated support 
services

In order to protect the health 
and wellbeing of customers 

and colleagues, we cancelled 
non-essential property 
maintenance appointments 
and focused on emergency 
repairs, such as gas leaks, 
loss of heating/electricity/
water/security.

We continued to carry out 
compliance-related safety 
checks, including gas 
servicing and electrical 
testing, while following official 
guidance and discussed 
individual requirements to 
provide reassurance.

Replaced mental health drop-
ins at St Swithuns House and 
the Community Front Rooms 
with a phone-in service/virtual 

support.
Created online courses and 
digital solutions to replace 
cancelled courses run by 
BCHA Ignite.

Delivered Pattern Changing 
and Freedom courses 
virtually thanks to funding 
from the Police and Crime 
Commission’s Safer Dorset 
COVID19 fund.

Provided a dedicated domestic 
abuse helpline and email 
for individuals experiencing 
abuse, whether physical or 
psychological.
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D Number of people housed
during COVID-19 crisis

Total households in temporary accommodation: 529

During the pandemic, BCHA has housed 232
new individuals

An additional 80 people supported on top of those 
already in services

Reduced isolation: BCHA issued 120 
decommissioned mobile phones to 
customers to keep them connected to vital 
support services during the pandemic.

Exeter solution:
As part of Exeter SleepSafe, BCHA opened a 
seven-bed provision for people sleeping rough, 
as well as pathway support to help individuals 
turn their lives around. We transferred people who 
no longer needed intensive support into move-on 
properties. 

Plymouth solution:
We changed twin bed and dormitory style 
accommodation so that no-one shared a room. 
We created innovative individual bunk-bed style 
rooms and installed emergency sleeping pods as 
part of our work with The Plymouth Alliance.

Yeovil solution:
We kept 100 people safe and supported at 
Pathways and the Terrance Lodge Hotel in Yeovil, 
as part of the Everyone In initiative.

Domestic abuse accommodation: 
BCHA was part of a successful application by the 
Plymouth Alliance and Sanctuary Supported Living 
for funding to provide additional secure private 
accommodation and services supporting women 
who have experienced domestic abuse in Plymouth, 
including a new multi-occupancy property to support 
local women, managed by BCHA.

The Factory:

During July 2020 we conducted a customer survey to help us learn how we can make our services more relevant 
and able to meet people’s needs, both now and in the future. We received 352 responses and learnt that:
Mental health, loneliness and social isolation were the main concerns during the pandemic

The top three positive experiences 
of our customers during lockdown 
were:

More respect for key workers

Less harm to the environment 

Less social pressure as a result of 
not going out as much

Negative experiences included an 
increase in anti-social behaviour as 
well as social isolation, loneliness 
and deteriorating mental health

While Facebook and WhatsApp 
were the most popular digital 
services for our customers during 
lockdown, 28% indicated they had 
not used any online services 

Customers wanted BCHA to provide 
more information on financial 
support, advice for paying rent and 
bills, landlord services and what is 
happening in the community

building better lives better homes better communities
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300 people engaged in key worker essential 
training with four partners delivering training, 
ensuring communities and colleagues were 
continually supported through the pandemic.
40 customers participated in weekly supported 
groups and courses to ensure their continued 
journey with BCHA.



Since lockdown started BCHA has 
been an active member of various 
groups, such as the Homelessness 
Forum Partnership which covers the 
Bournemouth, Christchurch and Poole 
(BCP) conurbation, and the Plymouth 
Alliance in Devon. The groups, which are 
attended by senior figures from regional 
organisations such as BCP Council 
(Homeless Partnership) and Plymouth 
City Council (The Plymouth Alliance), 
housing associations, the police and 
charities, meet regularly and act as an 
information service to present national 
and local strategy. They also focus on 
specific areas of homelessness and 
providing workable future rehousing 
strategies. 

Both the Homelessness Partnership and 
the Plymouth Alliance have provided 
funding for the temporary housing of 
people without homes. 
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Activity 2020-2021:

Partners raised £10k+ that will allow contactless 
giving points to be installed to enable the public 
to give to the central Change for Good pot, which 
enables charities to help individuals to stay off the 
street. 

Partners are working together to hear the voices 
of those with lived experience, provide lockers for 
those still on the street, and create additional move-
on accommodation.

One partner organised a single point of contact 
for clothes support for individuals experiencing 
homelessness, including shoe vouchers paid for 
through funding that the partnership successfully 
bid for.  
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Business development
 In order to grow as an organisation and provide sustainable 
services, which deliver good outcomes for customers, we need 
to proactively seek funding solutions and to secure grants 
and contract funding that will enable us to maintain existing 
contracts as well as compete successfully for new ones. This 
funding has enabled us to deliver services such as:

Exeter Night Shelter

The Way Forward financial
health and employability
coaching programme

Housing First flexible 
and empowering housing 
related support

Ignite employability skills and 
learning

Steps2Success programme of work, 
training and education support for 
young people

Community Front Rooms – drop-in 
mental health care support

LGBTQ + outreach 
service pilot
The LGBTQ+ outreach has been 
running since mid-January 2021, and 
in just three months has received a 
steady stream of referrals. Survivors are 
grateful to have a dedicated service for 
the LGBTQ+ community and feel much 
more confident in coming forward for 
support knowing there’s a dedicated 
service. Amy Smith who is delivering 
the service says: “In my short time 
delivering the project, I have found that 
the most common need is education 
and awareness around domestic abuse. 
A few have even told me they didn’t 
realise what they were experiencing was 
domestic abuse because they were in 
same-sex relationships.” 



On 4 February 2021, BCHA jointly hosted with Homes for Cathy a highly successful online workshop, attended by 60 key 
decision makers involved in the delivery of housing and homelessness services in the South West. A line-up of speakers from 
key organisations, including The Plymouth Alliance, DAHA (National Domestic Abuse Housing Alliance) and the Centre for 
Homelessness Impact covered topics such as partnership working, the challenges around domestic abuse and employability 
skills and training. Real time tweets on the day achieved 17.7k impressions & 10.32% engagement with target audiences.

Some of the positive work carried out
in 2020-2021 includes:

Improving opportunities to 
safely include voices of those 
with lived experience to inform 
system improvements/change 

Stakeholder mapping through 
a shared case management 
system, creating a holistic view 
of an individual’s journey – this 
avoids duplication and improves 
data.

Investment in measuring what 
matters, to inform most effective 
system change

Significant reduced spend on bed 
and breakfast

A successful bid to the Ministry 
of Housing, Communities and 
Local Government (MHCLG) for 
£104,646 was made jointly by the 
Plymouth Alliance, in conjunction 
with Sanctuary Housing. This 
money provided funding for four 
additional dispersed family units 
and outreach support (Sanctuary) 
and a six bed 24-hour supported 
shared house for single homeless 
women managed by BCHA.

Responding to what worked in 
COVID, incorporating changes most 
useful to service users

Delivered homes for homeless 
individuals under Everyone In, 
using trauma informed approach to 
supporting individual needs of the 
most vulnerable. 

Introducing Complex Needs 
Independent Domestic Violence 
Advocates(IDVA).

Accommodating some of the most 
entrenched people who are rough 
sleeping, using a blended housing 
first, shared house, approach.
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The Factory Community Project
The Factory Community Project is funded by the National Lottery Coronavirus 
Community Support Fund. It has allowed us to meet the needs of our local community 
while continuing to support our at-risk client group by offering a sustainable community 
partnership hub, offering mentorship alongside digital inclusion, access to services 
and signposting for our communities. It has also provided work experience to support 
customers into paid employment or into volunteering. 

The project focused on creating a community kitchen with volunteers creating cookery vlogs, a 
community vegetable garden and multi-location conferencing facilities.
A total of 48 Volunteers gave up 1640 hours of their time, through cooking, gardening and technology support.

“I am learning how to cook properly, using fresh 
ingredients and on a budget. I am happy to cook 

anywhere and I would like to cook and work in the café 
when it has opened up.” Dale

“I like gardening, I like coming 
here and having something to do. 
I would like to do the full course 

with Ignite for gardening, as 
well.” Carlton

Liberty project
BCHA was appointed in January 2021 by The Salvation Army as a specialist partner to provide support to adult victims of 
modern slavery in England and Wales through the Government’s new Modern Slavery Victim Care Contract (MSVCC). 
We provide person centred support for individuals who have been victims of modern day slavery and/or human trafficking 
across the south west. We help them to overcome their trauma and connect them with local specialist services, including 
employability skills and counselling to empower them to move on in their lives.

Raising profile to influence
During the past year BCHA has put in place a number of important strategies to help raise our profile to influence:

We now have a clear, well informed Communications Strategy, which maps out our audiences, key messages, 
communications channels and delivery plan. It is underpinned by a social media strategy and individual communications 
plans. Strong use is made of planned media relations activity, social media and the website as a vehicle for publishing 
news stories, blogs etc. We collaborate closely with partners, such as Dorset HealthCare, Steele Raymond, Lloyds 
Bank, JP Morgan to produce impactful press releases that achieve coverage in target media and ultimately reach our 
intended audiences.

The Communications function has supported a number of external awareness campaigns, ranging from Homeless 
Link’s Homes at the Heart and Mental Health Awareness Week to the Salvation Army’s anti slavery day 
#WeAreNotForSale. Plus internal campaigns such as Steps2Success and The Way Forward employability and 
skills projects. 
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Engagement
Social media performance - our social media output has increased significantly, building engagement and 
the number of followers. For example:

Between June to November 2020 we increased the number of tweets by 130% and engagement by 207%, 
building the reputation of the BCHA brand.

For World Homelessness Day 2020 we created impactful content for 42 global-reach social media posts, 
which achieved 3.7k impressions and 330 engagements (4.2%).

For the joint BCHA and Homes for Cathy Housing and Homelessness Workshop we engaged target 
audiences on the day with real time tweets, which achieved 17.7k impressions and 10.32% engagement.

Thanks to funding from the Dorset Office of the Police and Crime Commission, we were able to conduct a 
dynamic digital, broadcast and print communications marketing campaign to support the new virtual delivery 
of BCHA’s Pattern Changing course. The campaign increased applicants for the course by 200%.

no of followers: 
March 2021: 2,138

(1 April 2020 - 1,900)

no of followers: 
March 2021: 1,666
(1 April 2020 - 1,132)

no of followers: 
March 2021: 1,551
(1 April 2020 - 1,253)

no of subscribers: 
March 2021: 45

(1 April 2020 – 20)

News updates: 56 x press releases, 
blogs and service updates – issued/
published

Media coverage highlights:  

Bureau of Investigative Journalism 
– 3 July 2020 – we worked closely 
with the Bureau to give a customer 
the chance to tell their own moving 
lived experience story. This story 
was also shared by the renowned 
media outlet HuffPost, doubling the 
audience reach.

Business in Dorset – 19 August 
2020 – coverage of our successful 
rehousing of Weymouth customers 
into new accommodation, despite 
the restrictions of COVID.

Charity Today – 8 September 2020 
– coverage of Salvation Army’s 
appointment of partners to support 
adult victims of modern slavery.

BBC Radio Solent – 10 February 
2021 – interview with Toby Mallowan 
about BCHA’s support of the Green 
Machine’s digital poverty IT initiative.

Business Leader – 17 February 2021 
– BCHA secures £2million funding 
boost from Lloyd’s Bank.

Business in Dorset – 18 February 
2021 – Social rent flats with gardens 
will enable tenants to keep their pets.

Business Live – 18 February 2021 - 
Housing association to develop 42 
homes after securing £2m loan

Bournemouth Echo – 18 March 2021 
- Housing association buys Clock 
House on former garage site 
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Owning more homes

Move-on accommodation
There was, and still is, a demand for move-on accommodation in 
Plymouth. This is to provide a space for more independent living 
for tenants and to offer support should they need it. These units 
are to accommodate people moving from supported housing, 
providing an opportunity to access good quality accommodation 
quickly without the requirements of a large deposit. It also helps a 
tenant to gain a positive tenancy history and tenant accreditation. 
The following property acquisitions were supported by Plymouth 
City Council, and grant funded by Homes England.

G
ro

w
th The goal “Owning more homes” in our Business 

Plan 2020-2025 focuses on increasing the number 
of homes we own in order to contribute to meeting 
local housing needs. 

BCHA’s Development team works closely with 
local authorities in Devon, Dorset and Somerset, 
as well as Homes England, Sovereign, architects, 
employers’ agents and contractors to identify, 
discuss, plan and implement new development 
projects.

A brand-new conversion of an old GP surgery, which has 
created three one-bed self-contained flats.

A one-bed self-contained ground floor flat of a two-storey 
building. We have a 50% share of the freehold with the 
owner of the upstairs flat.

A one-bed fully self-contained flat is a purpose-build 
property, constructed in 2016. It offers a modern property 
for a move-on tenant.
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Swanage 
Working with Bayview developers, we have been 
able to provide five brand-new flats for our general 
needs customers in a sought after location in 
Swanage, as well as two shared ownership 
properties. 

Government grant funding and support from Dorset 
Council enabled BCHA to buy a development in 
Ferndown, Dorset of three self-contained flats with 
their own gardens. The flats provide tenants with a 
safe, secure home, where they can build a positive 
future for themselves - with or without pets thanks 
to the garden space. 

Ferndown
The team continually searches for new opportunities to 
expand our existing housing stock across the South West and 
to improve our current facilities, where appropriate.

We are proud of our new developments, whether they are 
destined for shared ownership, general housing stock or 
housing for people who need more support - 
our housing has even won awards.



An affordable housing development in Plymouth for 
people with learning disabilities, has been publicly 
recognised as beyond the ordinary, having won the 
Award for Excellence in Planning Delivery at the 
Royal Town Planning Institute’s South West Awards 
for Planning Excellence 2020.

With the help of grant support from Homes England’s 
Affordable Homes Programme, we purchased a 
newly converted development in Bournemouth of 19 
one and two-bedroom flats. This property will help 
meet the longer term needs of people successfully 
moving on from short term accommodation, as well 
as providing one flat for a Housing First solution.

Plymouth

Ferndown

Bournemouth

Shared ownership
Shared ownership gives someone a chance to step onto 
the property ladder with a smaller deposit and mortgage. 
When you buy a home through a shared ownership 
scheme you buy a share of the property and pay rent on 
the rest. 
BCHA currently has 17 shared ownership property units:

Leased properties
Since May 2020, the Development team has also 
incorporated the leasing arm of BCHA. These are 
properties that we either own and lease out, or we lease 
from a landlord. 

14 units in Weymouth which were purchased from 
Betterment Properties

2 semi-detached houses in Swanage

1 house in Boscombe, Bournemouth

Total number of properties
developed/purchased: 30

Leased 61
Leased Out 2

Commercial leases 9
Managing agents 17
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1,112 compliance 
checks (Electrical/
Gas/Fire/Asbestos) 
completed by New 

Leaf Repairs

How to apply to join thePattern Changing course 
For further information about the PatternChanging course or to apply for a place, pleasecontact, if you live in Poole:

Poole Refuge: 01202 748488 or emailpoolerefuge@bcha.org.uk 
or, if you live in Bournemouth or Christchurch:
Bournemouth and Christchurch DomesticAbuse Services: 01202 547755 or emailbournemouthrefuge@bcha.org.uk

You can either self-refer, or, if you are supportingsomeone who you think might benefit from thecourse, you can refer them.

“I feel so much more empowered andaware of the things to look out for. I trustmy instincts and decisions and I amexcited about the future. I wouldabsolutely recommend this course.”

“Amazing course! Made me realise howbad things were and how strong I am. Iam a much more positive and openperson as a result of the course.”

“I am more assertive and aware of howpeople are behaving around me.  Thiscourse has built up my self-esteem. I ammore confident as a parent.”

How Pattern Changing has transformed the lives of domestic abuse survivors

Learn to break
the cycle of

abuseB
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2,300 different 
households 

accommodated in 
1245 units 

1,384 properties 
owned by BCHA, 

including 17 shared 
ownership homes

120 mobile phones 
given out to 

customers and wider 
communities to help 

keep individuals 
connected with family, 
friends and services 

to support their
well-being
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48 volunteers 
engaged in Factory 
Community project, 

giving up 1640 hours 
in time, through 

cooking, gardening 
and technology 

support

4,104 responsive 
repairs carried out by 

New Leaf Repairs

RECOOP distraction 
packs distributed to 

700k prisoners 

643 referrals to Ignite 
employability skills 

courses – resulting in 
16 job outcomes

1,284 individuals 
received mental 
health support 

through the 
Wareham, Bridport 
and Shaftesbury 
Community Front 

Rooms 

49 referrals received 
by The Way Forward 

project, helping 7 
people gain paid 
employment and 
8 people achieve 

accredited learning
88 Legionella sensors 
installed in customer 

homes to monitor 
water temperature

and flow

111 adults who 
have experienced/
are experiencing 
domestic abuse 

supported through 
our Bournemouth and 

Poole refuges

1,367 individuals 
supported through the 
Weymouth and Poole 

Recovery Houses

 Welfare checks made 
successfully with 

320 tenants during 
lockdown

391 referrals received 
for Pattern Changing 
and Freedom courses

300 people engaged 
in key worker 

essential training 
at The Factory 
community hub



Care Homes 61
Supported Housing 689
General Needs  569
Shared Ownership 17
Other  48

Rent & Service Charges 53.0%
Support contracts  25.0%
Revenue Grants  8.9%
Learning services  1.8%
Other Income  11.3%
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Balance Sheet

Income and Expenditure

BCHA HOUSING STOCK   2020/2021

INCOME SOURCES 2020/2021

2020/21 2019/20
£’000 £’000

Housing Properties at Cost 74,715 65,814
Other Fixed Assets 3,150 3,292

77,865 69,106

Current Assets 4,710 6,922
Less: Current Liabilities (3,489) (4,690)

1,221 2,232
NET ASSETS 79,086 71,338
Funded by:
Long term loans 29,416 26,352
Other creditors & provisions 676 592
Capital Grants 35,830 32,709
Restricted Reserve 24 119
Accumulated Surplus 13,140 11,566

79,086 71,338

INCOME 2020/21 2019/20
£’000 £’000

Gross Rents & Service Charges Receivable 10,894 12,067
Support Contracts 4,920 3,647
Rent Losses from Voids (475) (624)
Revenue Grants 1,748 1,437
Learning services 361 927
Other Income 2,219 2,925

19,667 20,379
EXPENDITURE
Staff Costs 8,606 7,597
Food & Welfare for Residents 452 338
Maintenance Costs & Provisions 2,256 2,925
Rents Payable 798 2,650
Depreciation of housing properties 979 1,245
Other Expenses (incl. services & support) 4,742 4,242

17,833 18,997
Operating Surplus For Year 1,834 1,382
Net interest on loans (988) (1,023)
Surplus on Sale of Housing Property 633 0
Retained Surplus For The Year 1,479 359
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BCHA has produced a full set of 
consolidated Financial Statements 
for the year ended 31 March 2021. 
A copy of the full set of our financial 
statements is available on our website.

Membership Policy
Membership of BCHA is open to anyone 
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 Equality, Diversity and Inclusion Forum 
Our Equality, Diversity and Inclusion forum complements the LGBTQ+ outreach service and is 
aiming to raise awareness among BCHA staff and customers on ED&I issues. 

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. 

Find a way forward: bcha.org.uk
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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


