
Bournemouth Churches Housing Association, 
St Swithuns House, Christchurch Road, 
Bournemouth, BH1 3NS. 
Fax:  01202 410 600 
Email: mail@bcha.org.uk
www.bcha.org.uk

This information is available in alternative formats, 
eg: your fi rst language, large print, audio tape, or Braille on request. 

Don’t give up before you’ve started.
If you’re facing homelessness or housing issues, 
we can help you fi nd a way forward.
Just call 01202 410 500

We need your help.

BCHA aims to provide ‘customer-friendly’ 
services which are easy to use and which are 
valued by our residents and others. We need your 
help to make this happen.

As a resident/service user you can have a real 
say in how we plan and provide our services. 
The more people who do have a say, the better 
our services will become. So, if you want to get 
things changed, read on.
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working togetherworking together
to improve our servicesto improve our services
fi nd a way forwardfi nd a way forward



Opportunities to get involved
Taking part in the way we run things 
can be rewarding – both to you and to 
the community you live in. There are 
many ways that you can get involved:

• Talking or Writing to staff about your 
 views
• Filling out surveys
• Taking part in a small discussion 
 Group
• Coming to Open Days
• Taking part in ‘House’ meetings at 
 your scheme
• Taking part in Service Reviews with 
 staff
• Joining our Board

If you want to take part, we will pay 
reasonable expenses for you
to attend meetings. Short training 
courses are available if you would like 
to build up more skills. We will also 
offer help with childminding or if you 
have a disability to make it easier for 
you to get involved.

Residents’ Associations
These are groups run by BCHA 
residents for BCHA residents. If 
you want to set up a group at your 
scheme, we will provide advice or 
help, if you need it. Besides working 
together to improve the way we do 
things, Residents’ associations can 

we want you to get heard
working together to improve our services

also organise social and community 
events.

SURF
SURF was set up in 2003 to represent 
the views of BCHA/Hyped residents 
in supported housing and other 
short-term services. Now SURF also 
represents BCHA tenants living in 
independent accommodation.

SURF is run by volunteers who are 
residents (or sometimes former 
residents) of BCHA. They visit BCHA 
services to find out what people 
really think about BCHA and ask 
BCHA for things to be done to put 

right any problems they find. SURF 
also:

• Sends reps to the BCHA Board and 
 other meetings 
• Runs social events
• Holds open days

If you want to find out more about 
SURF and how you can join, call:
SURF  07966 808839

To find out more about getting 
involved, please contact the
Manager of your service or:
Customer Services  01202 410500
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Our commitment to quality
BCHA is committed to delivering an 
outstanding service tailored to your 
individual needs and which will 
exceed your expectations. Listening 
to your views and involving you in 
making decisions is one way we 
ensure we provide top quality 
services. There are other ways too. 
These include:
 
• Working to the European 
 Foundation for Quality  
 Management (EFQM) system
• Monitoring our performance in 
 many areas and taking action to 
 deal with poor results

• Working to quality standards set out 
 by our regulators such as the 
 Housing Corporation, Supporting 
 People and the Adult Learning 
 Inspectorate
• Winning quality ‘awards’ such as 
 Investors in People for staff training 
 and development and Matrix for 
 guidance and advice to our 
 Learning Services customers
• Using consultants to give an 
 independent view of how we work
 
If you want to know more about these 
matters, please contact the Policy & 
Quality team at BCHA on 
  01202 410500.


