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Introduction from the
Chair of the Resident Scrutiny Panel & 
Service Users and Residents Forum (SURF)
Welcome to the fifth Annual Report 
for residents. This booklet provides an 
overview of what BCHA has achieved 
throughout the last financial year. You 
can read about where BCHA has made 
improvements in customer satisfaction 
levels, and also about which areas of 
service delivery BCHA are still working 
hard to improve.

It has been another busy year for the 
Resident Scrutiny Panel, carrying 
out a review of BCHA’s complaints 
procedure. The report recommended 
ways to make sure it’s an easy process 
to follow for all residents and ways 
in which BCHA could improve your 
experience when making a complaint. 

It’s really encouraging that the results of 
our reports are presented to the BCHA 
Board, including Martin Hancock and 
his team of Directors, and that robust 
action is taken. The Resident Scrutiny 
Panel ensures that resident involvement 
remains at the heart of all that BCHA 
sets out to achieve.

BCHA have made great investment this 
year in raising customer standards in 
their commitment to increasing resident 
satisfaction. Customer Champions 
have been introduced which means 
there is now a point of contact in each 
supported accommodation scheme for 
residents to give feedback, and help 
influence how BCHA delivers services.

A very big thank you to everyone who 
has helped improve our services over the 
last year by taking part in surveys, focus 
groups and feedback clinics. BCHA 
can only change the way they deliver 
services if residents let them know their 
views. So I urge you to get involved and 
let BCHA know how they are doing. 
Only by working together can we make 
a difference.

If you would like to get involved with 
SURF, or you would like to join the 
Resident Scrutiny Panel, then please 
contact BCHA’s Resident Involvement 
Officer on 01202 410500.

Jacqui-lyn 
Burt-Shears

Chair of Resident 
Scrutiny Panel 

and SURF

Contents

3-5
5

10-11 15

6-7

Tenant Involvement 
and Empowerment

8-9 Your Home 
2013/14 Performance

You Said We Did

Your Neighbourhood Performance Feedback

Your Home

12 Your Tenancy 16 Useful Contact 
Numbers

13 Your Rent

14 Value for Money



Tenant Involvement & Empowerment

BCHA recognises the importance of every individual. This is why we make 
sure that the level of service being provided to you by our staff is of the 
highest standard. We not only aim to provide a good service but a great one.

We continue to take all complaints seriously, whether informal or formal. 
BCHA views all complaints as a chance to identify issues and take steps to 
improve our service to you. We value the feedback you give to us.

Last year we told you that we wanted to make improvements to the 
way we handle your complaints. The good news is that 62.2% of 
complainants contacted were satisfi ed with the way we handled their 
complaint, up from 50% in 2012/13. This is still a long way off our 
target of 75% so further work is being carried out.

253 complaints were 
received and responded to.

219 were responded to 
within our timescale of 14 
days (86.6%). This is an area 
that requires further work to 
improve our response times.

147 compliments were 
received and recorded during 
2013/14.

CoMPlaInts anD 
CoMPlIMents statIstICs

Allocations  13 complaints

Anti-social behaviour  
 94 complaints

Estate services 7 complaints

Tenancy management 
 16 complaints

Rents and service charges
 1 complaint

Repairs and maintenance
 46 complaints

Staff & customer services 
 47 complaints

Other 29 complaints

WHat WeRe you 
CoMPlaInInG aBout

Customer Services and Complaints

96.1%
of you were satisfi ed 
with BCHA

98.8%
of you were satisfi ed 
with the support received

99.6%
agreed it is easy to 
contact staff

95.6%
of you agree we treat 
you with respect

820
residents provided feedback about 
our services during 2013/14 with an 
additional 2293 people 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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The staff are 
awesome.

”
“

Our service standards say that we 
aim to answer the calls you make 
to us within fi ve rings. During 
2013/14 96.5% of calls were 
answered within this timeframe.

Call HanDlInG ResPonse



1 2 3
Resident involvement is an important 
way to get feedback from our 
residents and to get you involved with 
BCHA. Through a number of Focus 
Groups during the year we have taken 
your feedback on board. Other ways 
to get involved are through the Service 
Users and Residents Forum (SURF) or 
our Residents Scrutiny Panel.

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

Involvement and Empowerment

Tenant Involvement & Empowerment Continued

The Panel continue to review 
services we provide. During 2013/14 
the Panel reviewed how complaints 
are dealt with and how BCHA staff 
can improve the way complaints are 
handled. They are currently reviewing 
lettable standards of our properties 
and whether BCHA provides good 
value for money.

•  The way you can make a complaint is 
now easier and more accessible; tenants 
can now email or text complaints as well 
as making them verbally.

•  Consultation was undertaken with a 
resident to help compile the recently 
published maintenance handbook for 
residents. The resident recommended that 
pictures were used and that the guide 
used easy to understand language.

•  The Resident Scrutiny Panel 
recommended that satisfaction surveys be 
completed with service users who have 
accessed i-Support. The i-Support service 
now has service standards to meet.

•  BCHA now have a designated 
Complaints Champion who ensures that 
complaints are handled more effectively. 
This was following consultation with 
residents by the Resident Scrutiny Panel.

Through our Ignite learning programme 
we helped 56 service users back 
into employment and a further 71 
volunteering. For further details about 
the Ignite programme, please contact 

01202 410500

did you know...

92.9%
of you were happy that your 
enquiry was dealt with

98.1%
were happy that our staff were 
not late for appointments

89.1%
of you were satisfi ed that we 
took your views into account

IN 2013/2014

sCRutIny Panel
BCHA have run a number of Focus 
Groups and Forums during 2013/14. 
These groups are open to all our 
residents and give you the chance 
to provide us with feedback about 
services. The Focus Groups include 
consultation on Digital Inclusion and 
our in house maintenance service, 
Sequal Works.

FoCus GRouP/FoRuMs

SURF have continued to 
support residents with 
complaints to BCHA and 
to provide guidance. They 
have visited properties and 
recommended improvements.

suRF 
(service user and 
Residents Forum)

CHanGes BeInG MaDe as a Result oF ResIDent InvolveMent:

Get in contact
For more information about joining the Resident Scrutiny 
Panel, SURF or the Focus Groups please contact our 
Resident Involvement Offi cer on 01202 410540.
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At the end of 2013/14 BCHA had

did you know...

active volunteers
helping out across the 
organisation. Volunteers offered 

5,559 hours of their time during 2013/14 to BCHA. 
This is equivalent to over 741 days per year.

113



We Did
During the past year you have asked us to improve aspects of our service, 

properties and surroundings. The majority of these requests were met and below 

are a few examples of the many requests we received during the year. We will 

continue to listen to you requests so please talk to your housing officer or support 

worker if you have a suggestion to make the service better.

Staff organised a bowling 
night out for the residents and 

held a staff versus residents 
bowling competition.

We contacted Launchpad, 
a Lottery funded service, 

including gardening.
 A gardener came and looked 

over the garden with clients 
and agreed to work with them.

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 95.6% of you agree that we treat 
you with respect. This is a further improvement from 
2012/13 when satisfaction was 94.7% and 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.

Staff from BCHA sit on external groups which 
discuss racial and ethnic issues, for example, 
the Dorset Race Equality Council (DREC).

We encourage all residents to join resident groups, 
for example, SURF or the Residents Scrutiny Panel.

Valuing Differences

Results from the annual survey:

95.8% of women, 90.3% of 16-24 
year olds, 92.9% of over 65 year 
olds, 87% from the BME community, 
94.9% of disabled residents...
were satisfied with BCHA against an average of 
94.6% for all residents. This shows that we are an 
inclusive organisation for all of our residents.

Residents of Sevenoaks 
were supported to search for 
deals on pool tables through 

Gumtree and funding was 
found to purchase a new table.

did you know...

BCHA are very approachable and 
easy to talk with staff members.

89.1%
of you feel that we’ve listened to 
your views over the last year and 
taken them into account.

did you 
know...

5”
“

You Said

HannaH House
The residents wanted 
more day trips.

Waylen stReet
Residents wanted someone to 
come in and help them with their 
gardening skills.

sevenoaks
Residents wanted a new pool 
table for their communal area.



Your Home

Quality of Accommodation

We are currently fi nalising a 
programme of works to replace 
kitchens and bathrooms to some 
homes in the coming year. This will 
make sure that BCHA continues to 
meet the Decent Homes Standard. 
We want to make sure you get 
choices about kitchen cupboards, 
tiling and fl ooring colours so we’ll be 
getting in touch with you to make sure 
this is the case.

We want to ensure that we 
provide a minimum standard of 
accommodation to you. As part of this 
our Scrutiny Panel will be reviewing 
the lettable standards and providing 
recommendations to improve what our 
properties look like.

BCHA is looking at ways to save you 
money with utility bills. This may mean 
providing you with simple techniques 
about how to reduce your gas and 
electricity usage, through to fi tting 
timer controlled lighting. This project 
is at an early stage but updates will be 
available in ‘Your News’.

Repairs and Maintenance

Sequal Works, our in house 
maintenance team continue 
to provide the maintenance 
service to you. Sometimes we 
do need to pass some work 
to contractors, but generally 
Sequal Works carries out the 
maintenance on our properties.

Satisfaction for 2013/14 
remains very high but we know 
there are still things to do to 
provide not just a good service, 
but a great service to you.

99.4%
of you were satisfi ed 
with the quality of work 
of maintenance jobs.

99.6%
of you were satisfi ed 
with the quality of service 
of maintenance jobs.

did you know...

did you know...

did you know...

At the end of 2013/14 

96.8% 
of you indicated you were 
happy with our repairs 
service. This is compared 
to 95.2% in 2012/13.

I am very 
happy with 
the quality 
of my 
actual fl at.

87.1%
of you are satisfi ed 
with the general 
condition of your 
home.

did you know...

Over the last year we’ve increased the number of properties we maintain to over 2000. We now 
manage properties from Plymouth in the south west of the region to Portsmouth in the east.

90%
of you are satisfi ed 
with the quality of 
your home.

did you know...

”

“
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Adaptations

There are times when our residents 
need to have their properties adapted 
to help them live in their homes more 
comfortably. Such adaptations may 
include hand rails and ramps to help 
residents maintain their independence. 
If you want further information then 
please don’t hesitate to contact your 
Housing Offi cer or Support Worker.

2293
of you were contacted by our 
Customer Services department 
to ask for feedback and we 
thank you for giving us your 
time. Please be assured that 
all feedback, both good and 
bad gets fed back.

did you know...

Your Home Continued

Every single member of 
staff where I’m staying go 
beyond the call of duty.

During 2013/14 BCHA spent a total of 

£1,633,859
•   £1,422,007 on responsive/

emergency repairs

•  £211,852 on cyclical/planned 
repairs programme

HoW MuCH Have We sPent

on maintaining our properties

781
2177
4419
1415

KEY STATISTICS
During 2013/14 we dealt with:

emergency 
repair jobs

urgent 
repair jobs

routine 
repair jobs

repairs 
on empty 
properties

Gas Servicing

BCHA has a legal duty to maintain all gas appliances to 
make sure they are operating safely. We need your help to 
ensure that we meet these legal duties and to service gas 
appliances on time. So when you get a letter, please let us 
know if you can’t make the appointment so that we can 
agree a more convenient time.

7”
“



Your Home 2013/14 Performance
During 2013/14 8792 maintenance jobs were carried out.

Repairs carried out right first time 
Target is 95%

2013/14 overall performance was 

94.5%

Repairs carried out on time 
Target is 95%

2013/14 overall performance was 

93.4%

satisfied with the last repair 
Target is 95%

2013/14 overall performance was 

99.4%

Each month we measure the performance of our maintenance service to you to ensure that 
we are providing the best possible service. Sequal Works monitor the number of jobs being 
completed on time and jobs that are completed right first time. In addition, our Customer 
Services team telephone people to get their views on the service provided. This information 
is presented to our Sequal Board and our Resident Scrutiny Panel.

This section provides you with an overview of how well we did during 2013/14.

did you know... did you know... did you know...
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satisfied with quality of work
Target is 95%

2013/14 overall performance was 

99.4%

satisfied with the level 
of cleaning Target is 95%

2013/14 overall performance was 

93.9%

satisfied with the level of grounds 
maintenance Target is 95%

2013/14 overall performance was 

94.9%

satisfied operative attended on time
Target is 95%

2013/14 overall performance was 

99.6%

9

did you know...

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

satisfied with quality of service 
Target is 95%

2013/14 overall performance was 

99.6%

did you know...

did you know...



Your Neighbourhood

Anti-social behaviour (ASB)

BCHA continue to take anti-social 
behaviour very seriously. Anti-
social behaviour (ASB) takes a 
number of forms including, graffi ti, 
noise, harassment and the illegal 
dumping of rubbish.

37.1% of all complaints received 
from you during 2013/14 were 
relating to anti-social behaviour. 
We know that it is important for 
us to deal with these complaints 
as soon as possible. BCHA is 
encouraged by the results of 
the last annual STAR survey to 
residents that satisfaction with 
how we deal with ASB complaints 
has increased.

The only area which saw a 
drop in performance was in 
relation to how quickly we dealt 
with the case, 64.6%, down 
from 71.8% in 2012/13. This 
clearly demonstrates that we 
need to work harder when ASB 
complaints get received.

ASB Satisfaction Results

80.2%
of those who made a 
complaint during 2013/14 
were happy with how 
easy it was to contact 
staff to report ASB. 
79.3% in 2012/13.

78.0%
were happy with the 
support provided by staff. 
71.9% in 2012/13.

Overall

92.1%
of you are satisfi ed with 
how we deal with ASB. 
81.2% in 2012/13.

BCHA are very easy to talk to about 
anything and have been very helpful 
with any problems I have had.

residents were evicted (78) or asked to 
leave (378). 39.9% (182 cases) of these 
were for drug use, violence or other types 
of anti-social behaviour. A further 121 
cases (26.5%) were for arrears.

did you know...

If you are concerned about 
ASB where you live please 
contact your Housing 
Offi cer or Support Worker. 
If you feel threatened or 
in danger please dial 999.

”
“

During 
2013/14456

did you 
know...
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Your Neighbourhood Continued

Managing communal areas

BCHA continues to monitor the performance of ours cleaners and grounds 
maintenance team to ensure the service we are providing is of a high quality 
and provides good value for money to you.

Regular tenancy audits are in place across BCHA properties. This is an 
ideal opportunity for our residents to highlight any issues about your 
property or communal areas to your Housing Officer or Support Worker.

The above satisfaction levels show that we are providing a high level of 
service to you. Our challenge to BCHA is to sustain that level in the future.

did you know...

did you know...

did you know...

did you know...

99.3% 
of you were happy that 
the level of cleaning seen 
is value for money.

99.7% 
of you were happy that the 
level of grounds maintenance 
is value for money.

99.5% 
of you indicated that 
cleaning staff are polite.

99.4% 
of you indicated that 
grounds maintenance staff 
are polite.

Your Neighbourhood Continued

11

”
“Keep up the 
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Your Tenancy
One of the main areas of focus for 
us has been around Anti-Social 
Behaviour (ASB) which BCHA takes 
very seriously. Our partnerships 
with residents, the Police and local 
authorities, are crucial to us in 
assisting us to resolve cases and 
sustain tenancies.

Sustaining tenancies also means 
maintaining an environment where 
individuals and families can feel 
safe and secure. To create this 
atmosphere, we put a lot of effort 
into minimising anti-social behaviour 
which we have done through 
early intervention, prevention and 
diversionary work. This approach to 
tackling ASB is a lot more effective 
than reactive case management 
and has helped us improve resident 
satisfaction signifi cantly over the 
past 12 months.

During 2013/14 a total of 1,228 
re-lets were made across all of 
our properties. However, due to a 
number of reasons our re-let time 
was not on target. This needs to 
be worked on to ensure our re-let 
process is improved.

Another area we have focussed 
on to ensure tenancies are 
sustainable, is minimising 
the turnover of customers by 
ensuring we match people to 
the properties most appropriate 
to them. In 2013/14 we 
streamlined our interview and 
assessment paperwork to assist 
us by discussing with prospective 
customers the true costs of renting 
and running a home, and offer 
tenancies only to those who can 
sustain them so as not to set 
people up to fail.

We have also been working hard in 
assisting customers to prepare for 
the welfare reform changes currently 
in place by actively engaging with 
customers during tenancy audits 
and property inspections, providing 
support and tailoring the advice 
around the individuals needs. This has 
assisted customers with awareness 
on the impact of the welfare changes 
on them and advising them of the 
steps available to manage the impact.

87.9%
of new residents were 
satisfi ed with the condition 
of their home when they 
moved in. In 2012/13 this 
fi gure was 90.7%.

did you know...

I absolutely love my little home.

97.9%
of new residents were 
satisfi ed with our 
allocations and lettings 
process. This is an increase 
compared to 2012/13 
when it was 94.5%.

did you know...

did you know...
It took BCHA an average of

16.4
to re-let properties during 
2013/14. 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.

days

98.8%
of you are satisfi ed with the 
support you receive from BCHA.

did you know...

”
“

”
“Very, very, very 

grateful to be a 
BCHA tenant.
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Preparing for Universal Credit

BCHA has started making plans 
to help you become ready for the 
introduction of Universal Credit. 
Key to this is helping you have 
access to the internet and the 
skills you need to claim benefi ts 
on-line, use the internet to help fi nd 
employment and enjoy many of the 
other opportunities the internet offers.

We carried out a survey recently to fi nd 
out about our customers internet use 
and we will be using that information 
to help us develop an action plan. 
More information on this can be found 
in future editions of Your News.

Managing your Money

We now have a Financial Inclusion 
Offi cer who works with you to help you 
manage your money and claim benefi ts 
you may be entitled to. They are also a 
point of contact for advice about debt 
problems. If you think you would benefi t 
from this service please contact us.

The Income Recovery Team

If you are having diffi culties 
paying your rent you should call 
our Income Recovery Team. 
They can advise you of the best 
way for you to pay your rent, 
advise you of benefi t changes 
and set up a payment plan if 
you fall into arrears. If you are 
having problems you can call 
the team on 01202 410586.

Your Rent

88.3%
of you agree that the rent 
you pay is value for money. 
This level of satisfaction 
has increased since 
2012/13 (85.9%).

of the rent that was due to us. This 
is higher than our target of 98% and 
is an improvement on the previous 
year when performance was 98%.

During 
2013/14 
BCHA 
collected

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

If you have debt issues you can 
also contact

Citizens Advice 
Bureau 08444 111 444

National Debtline 0808 808 4000

Consumer Credit 
Counselling Service 0800 138 1111

Debt Advice

Couldn’t be happier; 
the service and staff 
are fantastic and I’m 
glad to be living in 
this organisation.

Thank you, if I hadn’t have 
been offered a place I 
would still be homeless.

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.

At the end of 2013/14 we had 524 
former residents set up on payment 
plans covering an arrears total of 
£387,771. During the year BCHA 
managed to recover £71,029 
from former residents but we 
acknowledge there is a way to go. 
The total amount paid back is now 
£147,966, which is equal to 38.2% 
of arrears on payment plan.

13
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Value for Money
Whenever we go to the shops to buy something, we will always 
take a few moments to think about what we are buying. The 
first question we will ask is “what’s the price”? Then the next 
question is whether what we’re buying will turn out to be good 
value for the price we pay. If we are buying washing powder, for 
example, we would link the cost of the product to the number of 
washes we got and how well it cleans our clothes.

What about BCHa as your landlord - are we good value for 
money in terms of the service you get for the rent you pay?

To some extent, it’s always going to be a matter of opinion 
whether your landlord is good value for money. We have 
spent some time thinking about this and written a report 
which we have published on our website.

We have looked at a number of services we provide and 
rated them in terms of:

•  The cost to deliver the service, compared with other 
organisations 

•  How effective our services are compared with other 
organisations or our own targets 

•  How satisfied our residents tell us they are with our service

Taking these factors into consideration, if a service scores 
between 7 and 9 (the maximum), it is GOOD value for money as 
it is low cost, performs well and customers are happy. If a service 
scores between 4 and 6, we think it is reaSOnaBle value 
for money - ok but with scope for improvement. Finally if a 
service scores 3 or less, then it is pOOr value for money.

14
”“ The best landlord I have ever had - excellent service.

”
“BCHA is a great service which 

I’m very, very grateful for.Supported Housing
(helping homeless and vulnerable 
people towards independence)

Empty Properties
(making homes ready for a new 
tenant and finding new tenants)

Housing Management
(rent collection, 

neighbour problems etc)

Day to Day repairs

Things We Need to do

It’s clear that some of our services are valued 
by residents but we need to do better in some 
areas. Our priorities for the coming year are:

Re-organising how we deliver support to 
homeless and vulnerable people to help people 
better achieve their personal goals.

Employing a Financial Inclusion Worker to help 
residents with their benefits and debt problems.

Looking at how our maintenance contractor 
gets repairs to empty homes completed to 
speed up the time it takes to get properties 
ready for a new tenant.

Identifying anyone who has problems 
paying their rent.

7.6/9

5.4/9

4/9

5.3/9

Major Works/
Cyclical Maintenance

8/9 GOOD 
value for money

reSOnaBle
value for money

reSOnaBle
value for money

reSOnaBle
value for money

GOOD 
value for money



Performance Feedback 2013/14 Year End Results
notes 
Benchmarking 
data is taken by 
comparing with 
similar sized 
organisations as 
BCHA. The upper 
quartile represents 
the top 25% 
performance across 
the group being 
compared.

Target being met

Performance close 
to target

Target not met: 
Action required

key

Performance Indicator target
level achieved 

2013/14
level achieved 

2012/13
target 
met?

Benchmarking: 
upper Quartile Performance

Repairs carried out on time 95% 93.8% 98.7% 97%

% Jobs completed right first time 92% 94.5% 96.7% 96.2%

% Service users satisfied with 
the last repair job

95% 99.4% 96.5% N/A

% Attendance on time 95% 99.6% 98.2% N/A

% Quality of Service 95% 99.6% 96.9% N/A

% Quality of Work 95% 99.4% 97.0% N/A

Average re-let time 11 days 16.4 days 16.4 days
25.3 days (general needs) 

12.7 days (supported)

Rent Arrears 4% 5.3% 4.8%
1.8% (general needs) 

2.8% (supported)

Number of complaints received - 253 238 N/A

Complaints responded 
to within timescale

98% 86.6% 91.6% 96.2%

Number of compliments received - 140 277 N/A

Service user satisfaction 92% 96.1% 95.5%
90.4% (general needs) 

95.0% (supported)

Number of AQA accreditations 
to service users

- 98 440 N/A

How we are performing on repairs

How we are performing on rent arrears and re-lets

How satisfied resident and service users are with BCHa

Resident and service users qualification achievements
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Help with housing, learning and living. 
St Swithuns House, 21 Christchurch Road, Bournemouth, Dorset 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
Maintenance Helpline 0300 1234 001

Other useful contact details

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

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 Homes and Communities Agency No. LH0155. Member of the National Housing Federation. 
Registered office: St. Swithuns House, 21 Christchurch Road, Bournemouth, Dorset, BH1 3NS. 


