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I have again been very encouraged by how 
BCHA has taken on the Panel’s feedback and 
recommendations and made changes to the 
way it delivers its services. Having a recognised 
Resident Scrutiny Panel really does ensure that our 
customers have a voice and are listened to.

I am very pleased to welcome four new members 
who together with the existing panel have been 
busy providing feedback on Lettable Standards 

and the Grounds Maintenance Services, which are 
detailed within this report.

Thank you to all those customers who have 
contributed and given us feedback. Only by working 
together can BCHA make a difference.

Jacqui-lyn Burt-Shears, 
Chair of Resident Scrutiny Panel

the Chair of our 
resident Panel
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The Annual Report is an opportunity to tell you how 
we are performing, celebrate our achievements and 
highlight where and how we might need to improve.

There have been lots of changes within the company 
over the last 12 months and we want to assure you 
that it remains important to us that we communicate 
with you, involve you in what we do and make sure 
our performance is constantly reviewed.

This report has been developed for our customers, 
with the help of our customers. We value your 
feedback and hope you enjoy reading.

Stacey Northover, 
Assistant Director of Housing 
& Customer Experience

WorKinG for You
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BCHA has BCHA has held

who are involved in strategic decision 
making on behalf of customers

with customers over the last twelve 
months to get feedback on how we 
deliver our services

bcha.org.uk

CuSTOMER INVOLVEMENT

You have helped us to design a new schedule of works to ensure gardening 
services cover the areas that are important to you.

You asked that we make sure you are made aware when planned works will be 
undertaken at your properties. Therefore, a new process has been introduced 
and we will write to you each year to make you aware of the programme.

You were involved in giving feedback about how the new website should look 
and helped us make major design and content improvements. Further work will 
be carried out at the end of 2015 to complete this project.

You asked for more ways to report anti-social behaviour to us and suggested 
this could be done via the website, which is now in development.

2 tenant
board members

focus 
Groups

BCHA now has a

facebook 
Page6
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of our customers 
said BCHA listens 
to customers’ 
views and acts 
upon them

bcha.org.uk

88.4%

Leaseholders have suggested changes to the way information about service 
charges are presented, so we will be looking at how this can be improved.

We are aiming to involve more customers from a wider geographical area 
in working with the Resident Panel to review specific service areas. If you 
are interested in joining our Rents and Service Charge Panel or our Repairs 
and Maintenance Panel please contact our Resident Involvement Officer on 
01202 410540.

We have

who inspect their local area to ensure that high standards are 
maintained, and to propose improvements where needed.

6 neighbourhood Champions

residents’ annual report 2014/15

did you know...

Future Plans
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We are dedicated to the challenge of improving our complaints 
service and making things better for those people who do need to 
report a problem. This year we have worked hard to improve the way 
in which we deal with your complaints.

We are pleased to report all areas of complaint handling improved 
this year, but we are still constantly working to advance these fi gures:

A NEW TEAM
We have created a new team to make sure we meet our promises to customers 
who have cause to complain, and we will be holding people to account to make 
sure our customers get the service they deserve.

Charlotte Attfi eld - Customer Experience Manager says 

“we want to make it easy for you to get in touch with us, adapting our service to suit you and 
taking time to understand what matters most so we can best support you and get it right fi rst time, 
all of the time. we’ll develop ways to do this over the coming months but if there’s something 
you’d like to share with us right now, please get in touch at feedback@bcha.org.uk”.

Complaints Handling 2013 Result 2014 Result % Difference

Support you received while
complaint was dealt with

Overall how the 
complaint was handled

Satisfi ed with how BCHA 
deals with complaints

54.5%

68.2%

82.2%

82.4% 27.9%

83.5% 15.3%

89.1% 6.9%

residents’ annual report 2014/15
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Each month we carry out a short survey to ask for your views about the quality of 
service of communal cleaning. We are pleased to report that year-to-date results 
show that 98.9% of customers who completed the survey were satisfi ed they are 
receiving a quality service.

Over the following months, New Leaf (formerly Sequal Solutions) has started working 
closely with the Resident Scrutiny Panel to implement recommendations from the 
recent review of grounds maintenance services. The recommendations aim to 
improve the quality of service and help us provide Value for Money for our customers.

From October this year, New Leaf will be looking to start replanting shrubs, plants and 
grass in some of our properties.

We will be working with you to identify any areas of concern or improvement, and
also to identify where things are going well! This includes looking at the standard of
communal cleaning and grounds maintenance, for example making sure there are no
unsightly problems like graffi ti that need to be removed.

We will be using a grading system and our goal is to achieve gold in all of our
properties and estates:

If you would like to get involved in an Estate Walkabout, please contact our 
Resident Involvement Offi cer on 01202 410540.

Your CommunitY
COMMuNAL CLEANING

GROuNDS MAINTENANCE

ESTATE WALKABOuTS

Gold Very good          silVer Satisfactory          bronZe Poor   
red alert  urgent action required (health and safety risk).

★
★

★ ★

residents’ annual report 2014/15
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Over the last year, we have introduced block inspections carried out by Housing
Offi cers. These enable us to monitor the services provided, such as communal
cleaning, ensure the upkeep of the building and take action against customers who
leave personal property, such as furniture or rubbish, in communal areas, particularly
in blocks where they can cause an obstruction and create a health and safety risk.

Over the past 12 months, we have received 138 complaints about ASB, 
with “Noise and Disturbance” being the most common complaint.

We are very pleased that the results from last year’s STAR survey indicated that
satisfaction levels regarding ASB have greatly improved:

Your CommunitY
BLOCK INSPECTIONS

ANTI-SOCIAL BEHAVIOuR

OuR PROCESS

ASB 2013 Result 2014 Result % Difference

Speed with which your 
case was dealt

How the complaint 
was handled

Satisfi ed with how 
BCHA deals with ASB

71.8%

68.1%

81.2%

85.0% 13.2%

86.0% 17.9%

91.5% 10.3%

•  Arrange to interview you within 24 hours/
next working day of making your report if 
there is violence or threat of violence.

•  Interview you within two working days of your 
report if it involves hate crime towards you.

•  Respond to complaints of noise, vandalism, 
fl y-tipping and other alleged criminal 
behaviour within fi ve working days.

•  Respond to all other incidents within ten 
working days.

bcha.org.uk10 | residents’ annual report 2014/15
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Your home
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Sequal Solutions has recently rebranded and is now called New Leaf. 
You will start to see a change in the look of our repairs team with new 
uniforms and vans.

THE NEW LEAF COMPANY 
(formerly known as sequal solutions)

have helped to shape 
the service New Leaf 
provides by giving 
feedback about the 
repairs service

In 2014/15 BCHA 
completed the 
refurbishment of

2,219
of You

in 2014/15

did you know...

31
KitChens

of you are satisfied with 
the general condition 

of your home

of you are satisfied with 
our repairs service

of you are happy 
with the quality of 

your home

87.1%

95.8%

88.6%

residents’ annual report 2014/15
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We are committed to replacing approximately 80 kitchens during 
2015/16. The works will involve upgrading the layouts, installation 
of new units, worktops and tiling.

We promised to undertake a stock condition survey of every property 
we own, lease or manage. The condition survey will assess the 
condition of each property’s key elements (e.g. roof, doors, windows, 
kitchen etc) both internally and externally to enable us to build and 
prioritise our improvement programmes for the coming years. You 
will be given prior notice of when these surveys will be carried out.

We have a legal duty to ensure gas appliances are tested every year. 
This is to make sure that you are safe in your home. At the end of the 
2014/15 year, 100% of our homes were compliant. Help us to help 
you by letting our operatives into your home to test your appliances. 
We will always write to you to arrange a convenient time to visit.

The total BCHA spent on maintaining our properties.

£1,463,927 on responsive/
emergency repairs

£486,272 on our cyclical 
repairs programme

£289,081 on our planned 
repairs programme

KITCHEN REFuRBISHMENTS

STOCK CONDITION

GAS SERVICING

HOW MuCH HAVE WE SPENT? £2,239,280

residents’ annual report 2014/15



During 2014/15 we helped over 3,000 people fi nd or maintain their accommodation 
in our properties, with 1,300 new lettings. On average it took 20.1 days to re-let our
properties, outside our target of 16 days. We know this is an area for improvement
for 2015/16.

During 2015/16 we will be looking at how we ensure our properties are made
available promptly. For example, we aim to improve how quickly we carry out
maintenance works on our empty properties. Our target for 2015/16 is 10 days
turnaround time to carry out the works.

It is important that we help you to maintain or indeed to secure settled accommodation 
as part of our support to you. Across our supported housing properties:

Your tenanCY
LETTINGS

MAINTAINING ACCOMMODATION

did you know...

bcha.org.uk14 |

of you indicated you 
were happy with our 

allocations process

of new customers were happy 
with the condition of their 
home when they moved in

of you are satisfi ed with the support 
you have received since moving into 

a BCHA property

customers required help to 
maintain their accommodation

(77.6%) of whom were successful

343
266

customers required our help to 
secure settled accommodation

(80.2%) of whom were successful

353
283

99% 93.5% 96%

If you think you are having problems in maintaining your tenancy 
please speak to your Housing Offi cer or Support Worker for advice.

residents’ annual report 2014/15



Property inspections are a vital way for us to ensure 
that your property is in good repair and that we are 
keeping to the agreed service delivery standard. 
We also need to make sure you are aware of your 
responsibilities as a resident. Above all by meeting 
your housing officer on a regular basis we hope that 
you will be able to talk to them about any housing 
related issues.

During these visits Housing Officers are required to 
complete a brief Income & Expenditure form with you. 

We recognise that being able to get online is becoming 
increasingly important for our customers because more 
and more services, applications, forms and general
communications are done on the web.

Therefore we promise to: 
•  Maximise the number of customers who have 

digital skills and access to the internet.

• Provide IT workshops to teach basic IT skills.

•  Supply additional computers for your use at our 
Head Office.

PROPERTY INSPECTIONS/TENANCY AuDITS 
(non-supported housing)

DIGITAL INCLuSION

| 15bcha.org.uk

This is to review:

•  If you are entitled to any additional 
benefits and that you are accessing them.

•  If you have debts and would like some 
assistance.

•  If your expenditure is greater than your 
income: we can try to help you manage 
your bills, preventing you from getting 
further into debt.

•  If you are in rent arrears and work out an 
affordable arrears plan if required.

Future Plans

residents’ annual report 2014/15



Your rent

We want to make paying your rent as easy as possible. You can do this in the
following ways:

For more information about the ways to pay your rent please ask your Housing
Officer, Support Worker or call our Income Recovery Team on 01202 410586.

We want to ensure our most vulnerable customers are able to maximise their 
income by receiving advice and support on welfare benefit entitlement and 
minimise financial hardship. Our financial Inclusion officer can:

If you have debt issues you can also contact:

Bournemouth Citizens Advice Bureau 08444 111 444
National Debtline 0808 808 4000
Consumer Credit Counselling Service 0800 138 1111

PAYING YOuR RENT

DEBT ADVICE

bcha.org.uk16 |

• direCt debit • in Person • all PaY Cards at PaYPoints   
• bY Phone • online or bY text • all PaY aPPs for smart Phones

1 Provide debt advice and signposting to debt advice services

2 Talk through money management

3 Provide access to affordable financial products and services

4  Provide financial education to include budgeting advice and 
priority and non priority debts

5  Assist with benefit claims and ensuring benefits for which 
tenants are entitled to claim are being claimed

6 Ensure you are ready for the upcoming Universal Credit roll out

residents’ annual report 2014/15



SERVICE CHARGE REVIEWS
We have always had to charge for the services we provide to you but reductions in
government funding means that service charges have increased and we have had to
become more transparent about our service charge breakdowns.

In the future, we will give our customers a 
clear breakdown of rent and service charges 
so that you will know what services you can 
expect from us and challenge us if you are 

not happy with the services we provide.

did you know...

In our annual survey, BCHA collected

With the help of our Income Recovery 
Team, Housing Offi cers and Support 

Workers the amount of rent 
outstanding from you (known as rent 
arrears) reduced from £580,000 to 

£405,000 by the end of 2014/15.

of you indicated that 
your service charge 

was value for money.

of you agree that the 
rent you pay is value 

for money.

During 2014/15 another

were created with customers
who had left our services with rent arrears.
 In total 775 arrears plans are in place.

This accounts for £468,000 in former rent arrears.

of the rent that was due to us in 
2014/15. We strive to collect 100% 

of rent due from you each year.

83.5%

87.4%

241

98.4%

£ £
£

££

Payment Plans
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We always try to make sure that our services provide value for money. This isn’t only
through cost savings but by making sure we perform to the highest standards. For example, 
we review the helpfulness of our staff and how clean and tidy our communal areas are kept.

We have created a report to demonstrate how we are doing which is available on our website 
www.bcha.org.uk or by contacting our Customer Experience Team on 01202 410500.

All social landlords use a “benchmarking” system, provided by Housemark, which shows how 
they are doing compared to other similar landlords.

Value for moneY

What it costs

day to day 
repairs

BCHA
£588.00

BCHA
£498.00

BCHA
£592.00

BCHA
13.7 days

BCHA
23 days

BCHA
2.7%

BCHA
95.8%

BCHA
93.5%

BCHA
87.7%

Benchmark median
£393.00

Benchmark median
£153.00

Benchmark median
£622.00

Benchmark median
10.2 days

Benchmark median
25.7 days

Benchmark median
2.7%

Benchmark median
83.3%

Benchmark median
84%

internal target
90%

Average time to complete a repair

Current tenant arrears 
as a % of rent charged

Each tenant per year

Each tenant per year

Each tenant per year Average time to re-let a property

Repairs Service

% results tenants taking 
part in the survey

Median: This is the mid-point on a range of results from the Landlords participating in the Housemark system

Condition of home when moved in

Overall

Getting empty
Properties 

ready for 
new tenants

housing
management

(General 
needs)

how we perform
how happy is 
the customer?

✔

✔ ✔ ✔

✔

✔

✘ ✘

✘

residents’ annual report 2014/15
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It’s clear that some of our services are valued by residents but there are still some
areas where we can do better:

Increasing the productivity of our 
repairs operatives (so they can 
complete more jobs per day)

Making sure empty properties 
are re-let sooner and don’t 
lose as much rent

Investing more in planned work so that we 
don’t need to do as many day-to-day repairs 
(meaning you don’t have to contact us as much 
about repairs needed in your home)

residents’ annual report 2014/15



help us with housing, learning and living
St Swithuns House, 21 Christchurch Road, Bournemouth BH1 3NS

Bournemouth Churches Housing Association Limited is a charitable registered society under the Co-operative 
and Community Benefi t Societies Act 2014, registered with the Financial Conduct Authority No. 18497R 
and with the Homes and Communities Agency No. LH0155. Member of the National Housing Federation. 
Registered offi ce: St. Swithuns House, 21 Christchurch Road, Bournemouth, Dorset, BH1 3NS. 

how to contact us

other useful contact details

fi nd a way forward. bcha.org.uk

Telephone  01202 410 500  
Text Service  07966 808 801
Fax  01202 410 600 
Email  enquiries@bcha.org.uk
Website  www.bcha.org.uk
Find us on www.facebook.com and search for bCha
Maintenance Helpline 0300 1234 001

Alcoholics Anonymous 0845 769 7555
Childline 0800 1111
Citizens Advice Bureau 0844 411 1444
Narcotics Anonymous 0300 999 1212
National Debtline 0808 808 4000
National Grid (Gas Emergencies) 0800 111 999
NHS Health Helpline 111 
Samaritans 0845 790 9090
Shelter 0808 800 4444
www.direct.gov.uk

All of the above telephone numbers are correct at the time of printing
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