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Please Stay Connected and Join Us:
We want to hear your views and you can do this by joining our Residents Facebook page.

If you are struggling with technology, those working with the free service ‘Bourne Digital’ 
are happy to help. Call them on 01202 667557

www.facebook.com/bcha.org.uk twitter.com/BCHA news www.youtube.com
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It has been really helpful to us to have had 
the feedback from you from the pre Covid 
Staff2Tenant Survey and more recently the 
Customer pulse survey. Thanks to so many of you 
for responding and helping inform what matters 
to you so we can try to find ways to improve 
and when we cannot provide the solutions then 
link you into other local community and or public 
services who should be able to respond. One 
of the things that stood out for me from this 
recent survey is the number of people who 
said they wanted to offer support to others who 
find themselves in a similar situation as Peer 
mentors. There is no doubt that the best advice 
can come from someone who has lived through 
a specific experience so I want to fully support 
all the people who have volunteered. There were 
also a good number from the earlier survey who 
wanted to get involved and engaged in other 
aspects of the organisation and we are looking 
at ways to ensure that happens to improve our 
homes and services.

I do hope some of you were able to join the 
Facebook live session on 9 October 2020 
when I was able to share a brief overview of 
our new Business Plan for 2020 to 2025. We 
have ensured there is a clear focus on you 
as our customers and the need for us as an 

organisation to invest more time and money in 
improving our engagement and listening to what 
matters to you and working together to make 
it happen. There is still a significant shortage 
of affordable social housing across the South 
West and we are trying to do our bit in buying 
and building more homes as well as lobbying 
the Government to invest more grant money to 
help that happen. With your input and feedback 
this really helps and do continue to contact our 
staff whenever you need any help or may be 
struggling with your finances, paying your rent 
or being able to cope with the daily pressures of 
day to day living and the basics of enough food 
on the table. Much better to share issues sooner 
rather than later and although we may not be 
able to help directly we can hopefully link you up 
with other organisations to help.

I look forward to other opportunities to take part 
on other Facebook or Zoom sessions as well as 
finding ways to meet with those that don’t have 
access to these technologies as that is just as 
important to us that everyone can have a voice.

Martin Hancock

Welcome to the latest Tenant Talk magazine during what is still a very difficult 
time of Covid-19 disruption to our usual lives and freedoms. Although it is 
difficult to always fully understand all the changing guidelines I do hope you 
are able to keep remembering those essential elements to regularly wash your 
hands, use any sanitiser that is made available, and respect social distancing 
as much as possible. 

Tenant Talk
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Pulse Survey Results
Thank you to everyone who took part in our Pulse survey, this survey focused on your experiences and 
feelings during the current pandemic and beyond.

Out of 1,172 surveys sent out 352 of you responded which was great

We all know the way we live has changed as a result of Covid-19 and society is different now, so this survey has 
given a good insight into how our tenants have been personally affected and highlighted where BCHA needs 
to take action.

For example, for most people electronic communication became the only way to stay in touch with 
loved ones during lockdown. It was also an important way you kept in touch with BCHA with 41% 
of you using our Facebook page.

11% of you have no access to the internet: 

Did you know that BCHA are still giving away the old staff phones, 
so call Daryl Gibbins on 01202 612480 if you would like one.

19% of you said you had used online services for the fi rst time, 
which is great but we know we need to encourage more people to get 
online and provide training to help you with electronic communication.

Positive experiences during lockdown

Your top concerns 
during this pandemic

First
Your own health

Second 
Seeing less of loved ones

Third 
People not social distancing

Positive experiences 
during this pandemic?

First
More respect being shown to key workers

Second
Less harm to the environment

Third
Less social pressure as a result 

of not going out as much

Getting to know neighbours more
Starting to use online services
More respect for key workers
Less harm to the environment

Getting more exercise
Less social pressure now I’m not going out as much

Fewer expenses
More time to spend with the family, rather than commuting to work

Other

0 20 40 60 80 100 120 140 160 180

Why not try these:

 Attend our Ignite IT Training Course 01202 410595

 Bourne Digital offer free digital training 01202 667557

 BCHA Customer Engagement Coordinator, Leah Watts is available for ‘Zoom/Teams’ training 
 every Wednesday between 4pm - 6pm 07966 800179
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Pulse Survey Results ... continued

Online services during lockdown

Facebook

WhatsApp

No I haven’t used any social media before

Other

I do not have access to the Internet

Zoom

Skype

0 20 40 60 80 100 120 140 160

Facebook and WhatsApp were the most popular online services for our customers during lockdown. Zoom and 
Skype were mainly used to attend courses or appointments with health professionals. Other online platforms 
used included Instagram, Amazon, TikTok, You Tube, supermarket websites and apps, gaming apps and 
Pinterest.

It is important to note that 28% of customers haven’t used any online services as well as 11% of customers 
partaking in this survey being digitally excluded.

Increase in community spirit

“Neighbours talk more”
“Covid has brought people together”

“People have become more friendly and considerate”
“People seem happier”

“Greater sense of community”

More anti-social behaviour

“More arguing outside”

“I have seen more anti-social behaviour”

“More people under the infl uence”

“Not everyone is social distancing”

BCHA have an Anti-social behaviour policy and you can report an incident to your Housing Offi cer 
or call 01202 410500 and report to the customer services staff.

Your feedback has really helped us understand where we need 
to adjust our services and respond differently because of Covid-19.

Peer mentorship interest

No
70%

Yes
30%

The majority of people interested in 
peer mentorship are located in 

Exeter (28%)
Bournemouth (26%)

Plymouth (21%) 
& Yeovil (10%)

“Neighbours talk more”
“Covid has brought people together”

“People have become more friendly and considerate”
“People seem happier”

“Greater sense of community”

“More arguing outside”

“I have seen more anti-social behaviour”

“More people under the infl uence”

“Not everyone is social distancing”

This is amazing that so many of you want to share your 
experiences and hear more about sharing your lived 
experience with others. We are looking to roll our Exeter 
programme out across the organisation but you can 
become a volunteer in the meantime and call Daryl Gibbins 
on 01202 612480



Save around £35 a year 
by switching off appliances at 
the wall rather than by leaving 

them on standby

Save around £15 a year 
by switching off lights 
that are not being used

Save around 
£6 a year by only 

boiling the amount of 
water you need

Get an 
Eco-Showerhead 

and save 
£75 on heating and 

£90 on your water bill 
(per year)

Swap the bathtub for 
a 5 minute shower 

once a week and save 
£15 on heating and 
£25 on your water bill 

(per year)

Turning down your room 
thermostat by just 1oC 

could save up to 
£60 on your energy bill

Only have the heating on when you 
need it is more energy efficient than 

leaving it on low all day

QUICK
 TIPS

to help you reduce 
your bills

Concerned about 
winter fuel costs?

 We want to help you to be energy efficient 
to help you stay warm, save money and 

lower carbon emissions.
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Ignite Personal 
Development
Course

Ignite is a 5 week programme 
that focuses on personal/social 
development and improving 
wellbeing for unemployed adults. 
Experienced development 
coaches deliver a range of 
workshops tailored to help 
you identify and achieve your 
personal goals, as well as build 
skills for a successful future.

The timetable includes:

• Confi dence
• Self-esteem
• Assertiveness
• Art as Relaxation
• Stress Management
• Meditation and Mindfulness
• Money Skills

and more.....

Right at Home Course

As a valued BCHA tenant, 
this NOCN accredited course 
was designed with your 
needs in mind.

You will learn the skills and
knowledge to help you to live
confi dently and independently 
in your rented accommodation. 
The course develops essential 
living skills such as home 
maintenance, budgeting and 
effective communication, in 
addition to covering your rights 
and responsibilities as a tenant.

One of only a few
providers currently
offering face to
face delivery in our
COVID-secure
premises

Did you know BCHA 
offers courses?
• 19+ and unemployed

•  Bournemouth based

•  50% travel costs covered

• Improving outcomes since 2010

•  To make a referral 
 call 01202 410595
 or email ignite@bcha.org.uk

What else do we
offer?

Skills for Work
Are you looking to get back
into work or seeking voluntary
positions? Learn the skills to
set you up for a win.

Skills for Supporting Others
Perfect if you are looking for
voluntary/paid work in support 
or customer facing roles.

IT
We offer a complete
beginner’s course - Digital
Skills and a Level 1 course that
leads to a qualifi cation.

Contact us today for start
dates.

Meet the Ignite Team 
(L-R): Miles, Mark, Jamie, Irwin, Alice, Elaine

Ignite 
your future

Giving you
the tools to feel
Right at 
Home

NEW 
2020

COURSES
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New Leaf allotment is currently 
enjoying the mellow fruitfulness 
of Autumn. 

Whilst the trees are changing 
their colours, we can busy 
ourselves with the harvest and
refl ect contemplatively of the 
year just gone…. New Leaf 
allotment like the rest of the 
world went into lockdown. This 
meant that wild fl owers, or 
weeds to some, could fl ourish
without restriction. Grasses grew 
to great heights and swayed to 
the delight of insects and birds
alike. A transformation not often 
seen and one that nature could 
only provide.

Once lockdown was lifted we 
could get back to our ʻnew 
normal’. We had much to do, 
both gardening and general
maintenance of our 2.2- acre 
site. As well as general duties, 
we also deliver a Level 1
qualifi cation in horticulture.  

Level 1 Horticulture
Course 
• 3 week course
• 19+ and unemployed
• Bournemouth based 
 in Throop
• 50% travel costs covered
• Volunteering opportunities  
 after completing the course
• To make a referral call
 01202 410595 or email
 ignite@bcha.org.uk

A very enjoyable course. 
Meeting new people 

helped me a lot. 
A relaxed atmosphere 
and beautiful scenery. 
Long may it continue to 

help people.

This popular short course has 
hit the ground running, catching 
up on the waiting list. This 
course is the perfect thing for the 
gardening beginner or for those 
who are on a career path in the 
world of horticulture.

Our dedicated team of 
volunteers have been on a
journey with New Leaf
allotment, coming to us
initially through our Level 1 
Horticulture course. They make 
a connection with the allotment, 
with the community that grows 
within it and the natural world 
that fl ourishes alongside our
activities. Our COVID restricted 
re-opening announcement 
was met with relief from all our 
volunteers. With just a little 
coordinating, they went straight 
to work on their various areas 
and projects. There is little doubt 
about the importance of the role
that New Leaf plays in the lives 
of our volunteers.

Introduction to 
Gardening

Autumn 
pumpkin haul

Shelter from the 
weather inside 
the polytunnels

Miles, our Horticulture 
tutor and volunteer 

coordinator

Delight in the fruits 
of your labour

Autumn 2020
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Meet our Team and Customer’s

We are pleased to welcome back Hony Premlal as the new Director of Customer, 
Homes and Tenancy Services. Hony worked as an Interim Director of Customer 
Experience at BCHA during 2016/17 and brings a wealth of expertise and skills, 
having worked for housing associations in London. Her 24 years of sector 
experience span improving customer experience, change management and seven 
years as a board director.

Hony’s responsibilities include customer service, tenancy management, customer 
engagement, complaint management, income management, asset management, 
compliance, planned works and New Leaf Repairs.

Hony has a Masters’ degree in Bio-Chemistry, an MA in Housing Law and Policy 
and later completed an MBA. She is also a member of the Chartered Institute 
of Housing and The Institute of Leadership and Management. Hony is a Board 
member of Eldon Housing Association, Epsom and Ewell Citizens Advice and 
Women in Social Housing (WISH).

I am delighted to have been appointed as the Director of Customer, Homes and 
Tenancy Services at BCHA and I am very much looking forward to working with 
customers, colleagues and board members. It is such a privilege to come back to 
BCHA as the Director after three years and I aim to improve the customer service 
delivery and ensure we provide safe and secure homes for our customers. I am 
passionate about customer engagement and keen on ensuring customers’ voices 
are placed at the heart of decision-making processes.

Hony Premlal

Arsenal is a BCHA tenant and Jon Gulliver, our surveyor, went to meet him to chat 
about his new book.

I had the pleasure of speaking with Arsenal during a home visit, and I am about 
to start reading his book ‘A Boy Called Arsenal’, which the back cover describes 
it as an honest and emotional story about a man who, after a life-long battle with 
mental and self-abuse problems, finally became diagnosed with autism in 2011, at 
the age of 49. 

As an Arsenal FC fan I was immediately drawn to the sheer volume of signed 
Arsenal memorabilia in the home, and he started to tell the story of how he became 
‘Arsenal’ on the 8th May 1971.

It was the FA Cup final day at Wembley between Liverpool (Mr Whittick’s home) 
and Arsenal FC, and for years he and a bunch of friends would grab their jumpers 
for goal posts on cup final day and head off to the school pitch to play their own 
version of the game. 

As a goalkeeper, and keen to play on this day, he decided that his only option to 
ensure he played would be volunteering as the Arsenal goalkeeper, so he went 
down the Arsenal end to put down the jumpers for goal posts, and when he turned 
around all of his other friends had chosen to play for Liverpool, and everyone 
started chanting ‘Arsenal, Arsenal’ at him - and it just stuck. 

What was truly fascinating is the coping mechanism that Arsenal has developed 
to manage living with autism and his passion for sharing these with others through 
his work and writing.

You can buy his book, “A Boy Called Arsenal” on Amazon from £8.62

Arsenal

Staff

Customer
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Meatball Recipe

Ingredients for making the meatballs
•  750g 60% ground beef and 40% ground pork
 (this can be bought pre mixed from supermarkets now)
•  3 garlic cloves grated
•  1 ½ red onion grated
•  handful breadcrumbs
•  large bunch of fl at leaf parsley fi nely chopped
•  large pinch of salt and pepper
•  handful of grated parmesan cheese

A helpful tip is to grate the garlic and onion, this way it is very fi ne and wet and saves using an egg to bind 
meatballs together.

Mix this all together and shape into balls.

Ingredients for making the sauce
• 2 x 400g cans of chopped tomatoes
•  Bottle or carton of passata
•  2-3 large dollops of green pesto
•  large pinch of salt and pepper
•  remaining 1/2 red onion
•  1-2 cloves garlic
•  handful fresh or dried basil
•  handful fresh or dried oregano

Fry and sear the meatballs on a high heat with oil keeping the meatballs moving to ensure they do not stick 
to the sauce pan and lose shape. You may have to do this in batches depending on how big your saucepan 
is. Remove meatballs and begin making your sauce.

Fry the remaining red onion and garlic in the left over meat juices from frying the meatballs on a low to 
medium heat. Add tomatoes, passata, pesto and all seasonings. Mix and simmer for 5 minutes before 
adding the browned and seared meatballs. Leave to simmer for around 20 minutes and while waiting cook 
your spaghetti.

Put all components together and dress with fresh parsley and parmesan cheese.

The staff at St Paul’s, our homeless hostel in Bournemouth, 
have been hosting weekly cooking lessons with their 
residents. Well done, Hannah for coming up with some 
great recipes to try out. Here is one to try at home.

Cooking Classes
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We want to hear from you
We want to make sure you have every opportunity to give feedback to us and you can be involved as 
little or as much as you want. 

You really can make a difference and infl uence change at BCHA by getting involved.

•  Join our Residents Facebook page or ‘Tweet’ us @BCHAnews
•  Take a customer satisfaction survey
•  Join a focus group
•  Be part of the editorial panel for the Tenant Talk magazine
•  Call our Residential Engagement Co-ordinator, Leah Watts on 07966 800179 
 (Monday to Wednesday 9am - 5pm or leave a message if not available) and discuss the various ways  
 to get involved or book a lesson on how to use Zoom or Teams to join the online forum.

Business Plan 2020 - 2025

To help people take control of their 
own lives. Wherever people feel 
vulnerable or don’t know where to 
turn, we equip them to fi nd a way 
forward by offering the highest 
standards of support for housing, 
health, learning and work

Personal integrity 

The importance of every individual

Outstanding service to people

The importance of working together 

Professional competence

Working together - building 
better homes, better lives, better 
communities 

Providing a range of opportunities 
for people in need

Going the extra mile / Not giving up 

Dedication and Commitment 

• Government policy & priorities
• Economic downturn (COVID-19)
• Housing market
• Labour market/turnover
• Climate change
• Technological advances
• Demographic and societal change

• Customer Engagement Strategy
• Asset Management Strategy
• Care & Support Strategy
• Development Strategy
• Digital Strategy
• People Strategy
• Communications Strategy
• Treasury Strategy

• Customer Satisfaction

• Planned & Compliance Programmes

• Customer Outcomes & Quality

• Stock Growth

• Commercial Revenue

• EPC & CO2 Stock Rating

• Operating Margin

Foundations Organisational Goals

Our Mission Customer Focus Key Challenges

1. Developing an accessible    
 digital customer portal

2. Developing and inspiring  
 change

3.  Becoming a landlord 
 of choice

Our Core Values Homes of Choice Key Organisation-wide Strategies

4.  Creating safe and   
 comfortable homes

5.  Creating smart buildings

6.  Developing affordable  
 and sustainable homes

Our Vision Working Together

7.  Working as agile teams

8.  Raising our profi le to  
 infl uence

What We Do Best Growth 2025 Measures of Success

9.  Owning more homes 

10. Ending homelessness

11.  Providing support
 around health, wellbeing  
 and skills

12.  Reinvestment   
 possibilities created by  
 commercial offer
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Portman Court
We are thrilled to be able to tell 
you about BCHA’s development, 
Portman Court.

It is a new conversion of the old 
Portman pub on Ashley Road, 
Boscombe. The flats are for 
general needs client group, with 
nomination rights split between 
BCHA and BCP council. This 
project has grant support from 
Homes England. There are 10 x 
1 bed flats, 9 x 2 bed flats and a 
1 x 2 bed detached house 
(shared ownership).

We were able to house a number of people and families from our move on accommodation into this 
fabulous new development.

A resident at the refuge said there was a 
need for childrens play equipment and Tony 
Moyes, a retired builder wanted to help. Here 
he is with the finished outside ‘mud kitchen’ 
ready for mud pies to be ‘cooked’ on.

Thank you ...

Fit a smoke alarm and check it regularly

Make a fire action plan so that everyone 

in your house knows how to escape in 

the event of fire

Never leave lit candles unattended

Ensure cigarettes are stubbed out and 

disposed of carefully

Take special care when you are tired or 

when you have been drinking

Never smoke in bed

Top Fire Safety Tips



Are you getting everything 
you are entitled to?

www.turn2us.org.uk
www.gov.uk

www.entitledto.co.uk

All websites have a benefits 
calculator to assist you.

Emergency Numbers
NHS 
111

Mental Health Connections 
0300 123 5440

National Domestic Abuse 
0808 2000 247

Samaritans 
116 123

NSPCC 
0808 800 5000

Cruse Bereavement 
0800 808 1677

Shelter 
0808 800 4444
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help with housing, learning and living
Call 01202 410 500  
Email enquiries@bcha.org.uk  bcha.org.uk
St Swithuns House, 21 Christchurch Road, 
Bournemouth BH1 3NS
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Written by Kimberley Evans in the ‘Revitalise You’ workshop 
on the Ignite personal development course.Gratitude

My mind will go dull as I age. I am not my mind
And for that I am grateful.

My body will get weak and grow grey hairs. I am not my body
And for that I am grateful.

My family has its own traditions and expectations. I am not my family
And for that I am grateful.

My bank balance can go up and down or into debt. I am not my finances
And for that I am grateful.

Getting through the day can leave me with nothing left to give. I am not my charity work
And for that I am grateful.

My community has its own background and culture. I am not my community
And for that I am grateful.

Some people judge others on the best or the worst thing they have ever done. I am not even my legacy
And for that I am grateful.

These things are external. I am what lives when they are stripped away
And for that I am grateful.

BCHA Customer Service
01202 410500

customerservices@bcha.org.uk

Maintenance Enquiries
New Leaf 0300 1234 001 

or email: repairs@bcha.org.uk

BCHA Mental Health Floating Support 
Phone in Service 

Monday to Friday 14.00 - 16.30 
on 01202 577911

Ignite Team
01202 410 595

ignite@bcha.org.uk

Useful Contacts at BCHA

Tenant Talk




