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Introduction from the Chair of 
the Resident Scrutiny Panel
Welcome to the fourth Annual Report for BCHA residents. 2012/13 has seen a number of 
changes with the membership of the Resident Scrutiny Panel but we still work hard to review 
what BCHA is doing. These regular reviews help to provide the managers in the organisation 
with key actions to improve the service BCHA provides to you.

Over the past year the Resident Scrutiny Panel has completed two reviews, focussing on:

•  The process of re-letting properties to ensure that BCHA lets properties quicker.
•  A review of i-Support, the new call centre service provided to a number of BCHA’s 

Supported Housing schemes.

Both of these reviews have set out actions for BCHA, and have been well received by the 
Senior Management in the organisation.

This Annual Report aims to provide you with a greater understanding of what the organisation 
is doing against the following national Standards for social housing providers:

•  Home - Quality of accommodation and standard of repairs
•  Tenant involvement and empowerment • Tenancy - Property allocations
• Rent • Neighbourhood and community • Value for money

As you will see performance across BCHA remains very good but the organisation is 
still committed to improving further. During 2013 BCHA will be working hard to become 
re-accredited as an Investor in Excellence, which the organisation originally achieved in 2011.

Thank you for taking the time to read this Annual Report. If you would like to fi nd out more 
information about the work of the Resident Scrutiny Panel or would like to join the Panel 
please contact our Resident Involvement Offi cer on 01202 410500.
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Tenant Involvement & Empowerment

BCHA needs to ensure that the level of service delivered to you is of the 
highest standard and meets your expectations.

We take all forms of complaints very seriously and aim to respond within 
14 calendar days of the complaint being received. Outcomes from 
complaints help us to change the way we do things.

238 complaints were 
received and responded to.

218 were responded to 
within our timescale of 14 
days (91.6%). This is a slight 
improvement from 2011/12 
(91.5%), although there is 
further work to be done to 
make sure all complaints are 
dealt with promptly.

277 compliments were 
recorded during 2012/13.

cOmPlaintS and 
cOmPlimentS StatiSticS

Allocations  11 complaints

Anti-social behaviour  
 101 complaints

Estate services 7 complaints

Tenancy management 
 16 complaints

Rents and service charges
 3 complaints

Repairs and maintenance
 25 complaints

Staff & customer services 
 39 complaints

Other 36 complaints

What Were yOu 
cOmPlaininG abOut

Customer Services and Complaints

95.5%
of you were satisfi ed with BCHA

99.1%
of you were satisfi ed with the 
support received

93.5%
agreed it is easy to contact staff

94.7%
of you agree we treat you with 
respect

796
residents provided feedback about 
our service during 2012/13 with 
an additional 2134 being asked for 
feedback about maintenance jobs. Your 
feedback is important to us to enable us 
to provide a great customer service.

KEY PERFORMANCE 
STATISTICS

did you 
know...
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BCHA provides an exceptional service to 
people who are in my position.“ ”

•  How we handle your 
complaint. Only 50% of 
people were satisfi ed last year

•  Included in this is the need 
to communicate effectively 
during the process

•  The Resident Scrutiny Panel is 
currently reviewing how BCHA 
deals with complaints

What We Want tO dO 
better at



BCHA is committed to including residents views in our decision-making and we offer a variety of ways for residents to become involved.

Get in contact
For more information about 
getting involved and voicing 
your views please contact our 
Resident Involvement Officer on 
01202 410540.

Involvement and Empowerment

At the end of 2012/13 BCHA had

85 
helping out across the 
organisation. Volunteers offered 
7,577 hours of their time during 
2012/13 to BCHA. This is 
equivalent to over 1000 working 
days per year.

Tenant Involvement & Empowerment Continued
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The Panel meet regularly and reviews areas of BCHA. The Panel carried out 2 reviews in 
2012/13. Recommendations are made to Senior Management. Look out for these results in 
“Your News” magazines.

Focus Groups are held 
throughout the year and are open 
to all residents. In 2012/13 we 
discussed anti-social behaviour 
and complaints handling 
and reviewed our residents’ 
handbooks.

SURF have continued to support residents 
with complaints to BCHA and to provide 
guidance. They have visited properties and 
recommended improvements. SURF has 
also been consulted with the design of a 
new maintenance handbook for residents.

did you know...

Service users on our Ignite 
programme tell us that they are 
more confident as a result of the 
programme. For further details about 
the Ignite programme please contact 

01202 410500.

• Changing the content of the Resident Handbook • Making it easier for 
maintenance complaints to be made to Sequal Works • Ensuring the complaints 
procedure is promoted when residents first come to BCHA • New anti-social 
behaviour (ASB) training is being provided for staff to help tackle ASB • Carry out 
monthly surveys with residents using i-Support to seek feedback.

did you know...

active
volunteers

90.7%
of you were happy that your 
enquiry was dealt with

97.4%
were happy that our staff were 
not late for appointments

90.6%
of you were satisfied that we 
took your views into account

IN 2012/2013

Scrutiny Panel

FOcuS GrOuP SurF (Service user and 
residents Forum)

chanGeS beinG made aS a reSult OF reSident invOlvement:



You Said We Did
During the past year you have asked BCHA to improve aspects of our 

service, properties and surroundings and here are a few examples of the 

many requests we received during the year. Please talk to your housing 

offi cer or support worker if you have a suggestion to make the service better.

Waylen Street, readinG

POOle reFuGe

Residents asked for the house 
rules to be reviewed to allow 
overnight visitors.

Residents asked that the baby 
sitting procedure was reviewed to 
allow more fl exibility and choice.

FierGen cOurt, FerndOWn

Residents asked for a 
communal lounge.

A room was created 
and the residents were 
involved in the design of 
the room and furnishing.

There has been a review 
of how the day and night 
guest policies work.

BCHA remains committed to ensuring that all 
residents are treated with respect and without 
prejudice. We believe that we are doing a lot to 
achieve this and 94.7% of you agree that we 
treat you with respect. This is an improvement 
from 2011/12 when the satisfaction rating was 
92.8%.

Our Diversity and Equality Action Group 
(DEAG) continue to meet to discuss how 
BCHA can continue to promote a culture of 
equal opportunity.

Valuing Differences

that from the annual survey at the 
end of last year that:

94.3% of women, 93.8% of 
16-24 year olds, 100% of over 
65 year olds, 100% from the 
BME community, 95.5% of 
disabled residents...

were satisfi ed with BCHA against an 
average of 95.5% for all residents. 
This shows that we are an inclusive 
organisation for all of our residents.

Residents can now 
babysit each others 
children.

did you know...

I am very happy…..and I 
am excited about taking the 
next step and moving on.

“
90.6%
of you feel that we listen to your 
views and take them into account. 
This has improved since 2011/12 
when it was 85.9%.

did you 
know...
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Your Home

Quality of Accommodation

BCHA continue to meet the 
Government’s Decent Homes 
Standard on all the homes that 
we own and lease. We are now 
looking to the future and to 
work towards Decent Homes 
Plus.

BCHA want to introduce 
energy saving solutions into 
new bathrooms. For example 
low fl ush toilets and more 
shower connections to reduce 
water consumption.

Consultation on this will 
continue over the next year. 
We will develop this Standard 
further so that we have an 
agreed date when all of our 
homes are up to the Decent 
Homes Plus Standard.

Repairs and Maintenance

Sequal Works provide the 
maintenance service to BCHA 
supported by Spectrum Property 
Care.

Ongoing satisfaction monitoring 
from you suggests that you are 
increasingly happy with the service 
that Sequal Works provides and the 
quality of the work.
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100%
of the homes we own 
continue to meet the 
Decent Homes Standard.

89.6%
of you are satisfi ed with 
the general condition of 
your home.

96.9%
of you were satisfi ed 
with the quality of work 
of maintenance jobs.

91%
of you are satisfi ed with 
the quality of your home.

96.9%
of you were satisfi ed with 
the quality of the repairs 
service.

did you know... did you know...

did you know...
did you know...

did you know... did you know...

At the end of 2012/13 BCHA had

95.2% 
of you indicated you were 
happy with our repairs 
service. This is compared 
to 90.3% in 2011/12.

Very happy 
with the service 
provided. They do 
an excellent job.

“
”



2134
of you were contacted by us to 
ask for feedback on the repairs 
service. If you are not happy 
with a repair, tell us and we will 
ensure the problem gets sorted 
as quickly as we can.

did you know...

Your Home Continued

99.5%
of emergency repairs were 
completed on time

98.0%
of urgent repairs were completed 
on time

98.2%
of routine repairs were completed 
on time

On average it took

10.8 days
for repairs to be completed

KEY PERFORMANCE 
STATISTICS

The Sequal 
workers are 
always really 
polite and do 
a great job.

“
We plan to ask you questions about the 
way we handle maintenance calls, through 
to timescales to complete the repair and 
report back our fi ndings next year.

During 2012/13 BCHA spent a total of 

£1,591,063 
•  £1,140,535 on responsive/emergency repairs 

(Approximately £1,025 per property).
•  £450,528 on cyclical/planned repairs programme 

(Approximately £405 per property).

hOW much have We SPent
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on maintaining your properties

”



Gas Servicing

It is a legal requirement that BCHA 
maintains all gas appliances across 
our housing stock every 12 months. 
In 2012/13 we completed 97.9% of 
gas servicing checks before the 
12 month deadline. This means that 
we couldn’t get in to 11 properties. 
If an appointment is made and you 
can’t make it, please let us know 
so we can call when it is more 
convenient.

Adaptations

Approximately 30% of our current 
residents have a recorded disability. 
Some times this may mean BCHA 
needs to install features such 
as hand rails and ramps to help 
people’s quality of life. If you want 
our leafl et please ask your Housing 
Offi cer or Support Worker.

All of the adaptations carried out 
were carried out on time and to the 
satisfaction of the residents.

I feel BCHA 
provides us 
with very good 
accommodation 
and are very fair 
about everyone’s 
different situations.

Your Home Continued

I have been here almost 4 years and 
could not wish for a better home.

“

“ UNSAFE 
APPLIANCES 

CAN KILL
By law BCHA has to service 
gas appliances every 12 
months to make sure that 
appliances are safe for you 
to use. Please allow us to 
access your home to make 
these checks.

8
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Your Home 2012/13 Performance
During 2012/13 8589 maintenance jobs were carried out.
This section provides you with an overview of how well we did during 2012/13.

did you know...

repairs carried out right fi rst time: 
Target is 92%

2012/13 overall performance was 

96.7%

did you know...

Satisfi ed with quality of work: 
Target is 95%

2012/13 overall performance was 

96.9%

did you know...

Gas servicing completed on time: 
Target is 100%

2012/13 overall performance was 

97.9%

did you know...

repairs carried out on time: 
Target is 95%

2012/13 overall performance was 

98.7%

did you know...

Satisfi ed with quality of service: 
Target is 95%

2012/13 overall performance was 

96.9%

did you know...

adaptations - % of requests actioned within timescale: 
Target is 95%

2012/13 overall performance was 

100%

did you know...

Satisfi ed with the last repair: 
Target is 95%

2012/13 overall performance was 

96.5%

did you know...

Satisfi ed operative attended on time: 
Target is 100%

2012/13 overall performance was 

98.2%

9
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Your Neighbourhood

Anti-social behaviour (ASB)

Anti-social behaviour continues 
to be the cause of the majority 
of complaints from our residents 
and neighbours, accounting for 
42.4% of all complaints during 
2012/13. It is important that 
we deal with ASB complaints 
quickly and effi ciently.

Over the last year BCHA has 
tried to improve the way we 
handle and deal with ASB 
complaints and this is refl ected 
in the results of the last annual 
survey to residents.

ASB Satisfaction Results

Areas for improvement over the next year include the advice we provide 
to you and the support our staff provide during the process of making a 
complaint.

71.8%
of those who made a 
complaint during 2012/13 
were happy with the 
speed that the case was 
dealt with. 68.8% in 
2011/12.

67.0%
were happy with the fi nal 
outcome of the complaint. 
64.9% in 2011/12.

Overall

81.2%
of you are satisfi ed 
how we deal with ASB. 
78.3% in 2011/12.

I think everything at home is 
great and I feel very secure.

All good with 
my fl at, all work 
has been done 
as requested.

“

“

”

”



Your Neighbourhood Continued

did you know...

did you know...

During 2012/13

476
residents were evicted (72) or 
asked to leave (404). 44.3% 
(211 cases) of these were for drug 
use, violence or other types of 
anti-social behaviour. A further 78 
cases (16.4%) were for arrears.

We work with local Councils, 
Police forces and other 
community groups. Working 
together helps problems in your 
neighbourhoods and ensure that 
the areas that you live in are safe.

BCHA takes ASB very seriously 
and we would like to assure 
you that we will continue to 
work with you to reduce anti-
social behaviour in the future.

Managing communal areas

Where BCHA is responsible for the management of 
communal areas we will ensure that cleaning and 
gardening is carried out to a high standard. Regular 
feedback telephone calls and visits have been introduced 
over the past year to help us understand what you think 
about this service.

99.6%
of you are happy that the 
level of cleaning seen is 
value for money.

did you know...

98.7%
of you are happy that the 
level of grounds maintenance 
is value for money.

did you know...

98.5%
of you are satisfi ed with 
the level of grounds 
maintenance (gardening, 
lawn mowing etc).

did you know...

did you know...

98.8% 
of you are satisfi ed with 
the level of cleaning in 
communal areas.

Your Neighbourhood Continued
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Your Tenancy
During 2012/13 a total of 905 
lettings were made across all of 
our owned properties. However, 
it has taken longer to re-let 
properties and this needs to be 
looked at in more detail.

Our aim is to improve the lettings 
and referrals process and carry out 
viewings in a more effi cient manner 
to sign up new residents quicker 
and reduce void times.

A number of key changes have 
taken place with the Welfare 
System and our Income and 
Recovery Offi cers have been 
actively engaging with residents to 
provide you with advice about the 
changes to help you review your 
income and expenditure. We also 
work with you to make sure you 
are accessing all benefi ts that you 
are entitled to and the services that 
could be helping you.

As part of our drive to improve 
service to you, BCHA is carrying 
out tenancy audits across all 
properties.

Tenancy Audits bring BCHA closer 
to you by providing you with 
regular contact with a dedicated 
staff member. These give you an 
opportunity to raise any problems 
you may have in relation to your 
tenancy. Audits also allow us to 
collect information about who is 
living in the household and the 
condition of the property.

CASE STUDY
Tenancy Audits help us identify 
residents who have not been 
claiming all the benefi ts they 
are entitled to. As a result 
the advice we provided has 
assisted residents to maximise 
their household income.

90.7%
of new residents were 
satisfi ed with the condition 
of their home when they 
moved in. In 2011/12 this 
fi gure was 88.4%.

99.1%
of you are satisfi ed with the 
support you receive from BCHA.

94.5%
of new residents were 
satisfi ed with our 
allocations and lettings 
process. This is a slight 
drop compared to 2011/12 
when it was 95.8%.

did you know...

did you know...

did you know...did you know...

did you know...

I am very grateful to all the staff for 
everything they have done for me and the 
support I have received.

I love my home and 
thank you for all the 
support you have 
given me. “

“

It took BCHA an average of

16.4
to re-let properties during 
2012/13. This is not within 
our target of 11 days and 
is an area for improvement. 
As a result of this our 
properties were empty for 
longer and we lost more 
money in rental income.

Our aim is to complete tenancy 
audits every

4-6
So far we have received positive 
feedback from you about the audits.

days

months

””



During 2012/13 BCHA collected 98% of rent which was due from 
our residents. This was in line with our target of 98% but a slight 
drop compared to 2011/12 (99.2%).

Your Rent

85.9%
of you agree that the rent you pay is value 
for money. In 2011/12 this was 78.6%.

did you know...

If you require any advice about debt please get in 
contact with the following agencies:

Bournemouth Citizens Advice Bureau 08444 111 444

National Debtline  0808 808 4000

Consumer Credit Counselling Service 0800 138 1111

Debt Advice

I am very grateful to all the staff for 
everything they have done for me and 
the support received since coming here.

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

• Direct Debit
• In person
• allpay cards
• By phone
• Online or by text
• allpay app for smart phones

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

BCHA continued to work hard to 
recover arrears from residents who 
had left BCHA properties by setting 
up payment plans.

At the end of 2012/13 we had 
335 former residents set up on 
payment plans covering an arrears 
total of £268,776. During the 
year BCHA managed to recover 
£43,539 from former residents but 
we acknowledge there is a way to 
go. The total amount paid back is 
now £76,937, which is equal to 
28.6% of arrears on payment plan.

Here to help you with 
any queries with your 
rent and changes to your 
benefi ts. They will also 
discuss what to do if you 
can’t pay all your rent 
and work with you to set 
up payment plans if you 
are in arrears. Call them 
on 01202 410586. 
Don’t let your debts 
build up….we can help.

Our incOme 
recOvery team

13
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in 2012/13, our income came from the following areas
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Value for Money
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Value for money is about BCHA spending wisely in order to keep 
costs at a reasonable level.

To know what is a reasonable level of cost in providing a service 
we compare with other Housing Associations.

BCHA is always grateful for your feedback as to how we can 
save money and therefore achieve value for money. We would 
encourage you to get in touch, perhaps via your Housing Offi cer 
or Scheme staff. Why not discuss ideas in any house meetings 
you hold? We are keen to listen to any ideas that you may have. 
Perhaps you have an idea that will save you and BCHA money.

Effi ciency savings made throughout the year included:

•  Restructure The restructure of our housing services to streamline our 
service provided to you resulted in a net saving of £55,000.

•  Gas and electricity contracts Renegotiated our gas and electricity 
contracts to fi x the unit price until July 2014 with an estimated saving 
of £42,000.

•  Telephone contract New contracts negotiated for our phone services 
has provided BCHA with an estimated annual saving of £11,000.

The examples above, along with other identifi ed savings mean that we 
can re-invest these savings into the organisation and supporting you.

Very happy with all aspects of the service.

BCHA offer good value for money.

“

“

did you know...
In 2012/13 BCHA identifi ed

£225,000
of effi ciency savings, against a target of £120,000.

”

”



Performance Feedback 2012/13 Year End Results

notes 
Benchmarking 
means comparing 
with similar sized 
organisations as 
BCHA. The upper 
quartile represents 
the best performing 
in the group.

Target being met

Performance close 
to target

Target not met: 
Action required

Key

Performance indicator target
level achieved 

2012/13
level achieved 

2011/12
target 
met?

benchmarking: 
upper Quartile Performance

Repairs carried out on time 95% 98.7% 98.7% 97%

% Jobs completed 
right fi rst time

92% 96.7% 87.4% 96.3%

% Service users satisfi ed with 
the last repair job

95% 96.5% 96.1% N/A

% Attendance on time 100% 98.2% 97.3% N/A

% Quality of Service 95% 96.9% 96.1% N/A

% Quality of Work 95% 97.0% 95.9% N/A

% Gas servicing works 
completed on time

100% 97.9% 97.6% N/A

Average re-let time 11 days 16.4 days 11.3 days 14.8 days

Rent Arrears 4% 4.8% 4.2% 3.2%

Number of 
complaints received

- 238 332 N/A

Complaints responded 
to within timescale

98% 91.6% 91.5% 98.2%

Number of 
compliments received

- 277 283 N/A

Service user satisfaction 92% 95.5% 90.4% 89.1%

Number of AQA accreditations 
to service users

- 440 1388 N/A

how we are performing on repairs

how we are performing on rent arrears and re-lets

how satisfi ed resident and service users are with bcha

resident and service users qualifi cation achievements
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Help with housing, learning and living. 
St Swithuns House, 21 Christchurch Road, Bournemouth BH1 3NS 

find a way forward. bcha.org.uk

How to contact us
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 or SurF
Maintenance Helpline 0300 1234 001

Other useful contact details
NHS Direct 0845 46 47 
Citizens Advice Bureau 0844 411 1444
National Grid (Gas Emergencies) 0800 111 999 
Samaritans 0845 790 9090
Alcoholics Anonymous 0845 769 7555
Narcotics Anonymous 0300 999 1212
National Deadline 0808 808 4000
Childline 0800 1111
Shelter 0808 800 4444
www.direct.gov.uk

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

Bournemouth Churches Housing Association. An exempt charity 
registered under the Industrial and Provident Societies Act 1965, no: 18497R. 
Registered office: St Swithuns House, 21 Christchurch Road, Bournemouth, Dorset BH1 3NS. 
Homes and Communities Agency No: LH 0155. Member of the National Housing Federation.


