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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 677557

www.facebook.com/bcha.org.uk twitter.com/BCHA news www.youtube.com
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George House Smart HouseSpring planting Volunteering
Samantha’s 
Ramen Noodles
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This edition of Tenant Talk includes our sincere commitment to have your Customer Voice influencing our 
priorities, helping to improve our properties and services, and holding us to account. 

The ‘Together with Tenants Charter’ is something the BCHA Board and Executive Team will be adopting in 
March and this will be a positive journey that we take together with our customers over the coming months 
and years ahead. 

We have ways to get involved at the moment and aim to strengthen engagement opportunities and will 
continue to discover more ways for you to make a difference. Your experience and voice matter to me, and 
all of the BCHA Team, so please do take the opportunity to let us know what is important to you, how we 
can communicate with you better and what we need to do, to become your Landlord of Choice. 

Let us all look forward to a better 2021, as we move out of lockdown and have more freedom to meet with 
family and friends, and engage within our communities again. Please feel free to contact us, if you have 
any suggestions to help us improve our service to you and I hope to catch up in person or on a Facebook 
live event very soon.

Martin Hancock

Introduction
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Martin Hancock

Welcome to our Spring edition of Tenant Talk which, once 
again, finds us in lockdown which is having a big impact 
on all our lives. The good news is the vaccine, which is 
being rolled out and this is already making a difference and 
thankfully reducing infection rates. 

However, we do need to carry on being vigilant, and follow 
the recommended protocols, to stay safe. At BCHA we are 
keeping our vital services running, and are so thankful for 
the commitment and resilience of our front-line staff who are 
ensuring we are still finding homes and providing additional 
support for our customers, as needed. Please do contact us 
if you need any help or assistance as our teams are always 
available for you. If we can’t help you ourselves, we can put 
you in contact with other organisations who can. 

8  The George House Support Team
 Meet Rosie

9  Rent & Service Charges
 Your Views Count

10 Safety in your home

11  Samantha’s Recipe - Ramen Noodles
 You Said ... We Did

12  Lockdown Activities
 Useful Contact Numbers

We welcome you to our Spring Edition of Tenant Talk. 

We hope you enjoy our latest newsletter and please remember 
we always welcome your comments, news and articles!

find a way forward bcha.org.uk
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New Initiative

BCHA are going to be adopting the National Housing Federations, Together with Tenants 
charter and we want this to help create a stronger relationship with our valued customers who 
live in our homes.

Over the coming weeks we will be talking to customers face to face and online, to ensure that they shape the Trust 
Charter commitment to reflect local priorities across our services. Longer term, customers will be invited to get involved 
with holding BCHA to account, and ensure that we live up to the Trust Charter commitments. 

To get involved call our customer service team on 01202 410500.
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Getting Involved

Equality, Diversity 
& Inclusion

Hony Premlal, was pleased 
to be introducing BCHA’s 
Equality, Diversity & Inclusion 
initiative, and held the first 
Forum on 14th January. 
BCHA is committed to ED&I 
and eliminating all forms of 
discrimination, to ensure that 
inclusion for all is pivotal to 
the business.  

As a result of feedback at a recent Customer Forum, 
BCHA are working towards sourcing a translation 
service for customers where English is not their 
first language. 

If this is something that may be helpful to you, 
or someone you know, please do get in contact 
- either during your next tenancy meeting or by 
calling 01202 410500.

If you would like to be included in the ED&I Forum, 
please email yvecarey@bcha.org.uk

Hony Premlal

The Purpose:
The purpose of the Community Front Rooms 
is to provide an accessible place for people 
who have recognised that their mental health 
is declining and they are at risk of going into or 
reached crisis. It is open to residents of Dorset 
over the age of 18 years old.
Accessing the CFRs: 
You can direct anyone to use the CFRs, if they 
feel that they are in or going into crisis, or if they 
are seeking support with their mental health. 
We now have a virtual ‘drop-in’ facility via the NHS 
Attend Anywhere system. These can be accessed 
by visiting this address www.dorsethealthcare.
nhs.uk/access-mental-health/community-
front-rooms or simply searching ‘Community 
Front Rooms’. 
Anyone without internet access can call the 
Connection phoneline on 0800 652 0190 and 
request a telephone call from a Community Front 
Room. CFRs are registered with the local 111 
system.

Community 
Front Rooms

 
Meet the BCHA Mental Health

Floating Support Team
Now more than ever, many of us are struggling with our mental 
health. Did you know for our customers in Bournemouth we can 
provide support around mental health either over the phone or 
in person?

The team support people within the Bournemouth community, 
working closely with specialist mental health services. Do you 
have a diagnosed mental health condition? Are you a resident 
in the BH1 - BH11 postcode area and struggling with any of the 
following?

Maintaining your tenancy, for example, rent arrears, risk of eviction, 
antisocial behaviour, setting up and / or maintaining your home, 
managing bills, benefits, budgeting and debt, accessing services. 
We may be able to help. We provide one to one support to help 
build the skills and confidence to enable people to regain control 
of their lives and maintain their tenancy.

Please contact the team on 01202 612600, Monday to Friday 
between 10am and 4pm to speak to a member of the team or 
email MHfloatingsupport@bcha.org.uk.
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At BCHA we are always looking for ways to improve the 
service to our customers, and one of our recent initiatives 
is the introduction of smart devices in our homes.

We have trialed devices to detect humidity in bathrooms 
and others that monitor communal water temperature, 
both focused on customer health and safety.

Below are some examples of smart devices that are 
available. We are looking into what can be trialed next and 
would love to hear your ideas and feedback.

Get in touch with us via our Facebook page, or email 
us at assetmanagement@bcha.org.uk or telephone us 
on 01202 410500 if you would like to be involved in this 
project or to find out more.

Smart Lighting • Leak Detection

Fire Safety • Smart Locks •  Smart Heating

Temperature & Humidity Sensors

Water Temperature Monitoring

Smart Devices

Developing your Customer Portal
As part of BCHA’s 5 Year Plan, several of our 12 goals are aimed at improving our focus 
on customers - you!

Goal 1 is to provide a portal, allowing customers to engage with us digitally; 
through an App or a website on a smartphone, tablet or computer.

Communicating with BCHA and accessing our services will never be just 
online; as we know some customers won’t want to or be able to get online, 
we are committed to providing and improving the services we give in person 
and over the telephone.

As well as being able to manage your tenancy with BCHA, we want to offer a 
range of features and services - but we need your ideas for things you would 
find interesting or useful.

If you would like to be involved in the bigger discussion, then please get in 
touch. Please call customer services on 01202 410500 to offer your help.

We have included a short survey in this edition of Tenant Talk and ask you to fill it in. 
Details on how to send it to us are on the survey.  

find a way forward bcha.org.uk

Getting Involved
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Gardening Tips

As the plant kingdom responds, we too are inspired. Plants offer us companionship, purify our air and 
provide a way to focus stress into nurturing. There is science to back this up, so why not put it to the 
test. To garden indoors you will need a container, if you haven’t got any try re-purposing. Anything will do, 
just remember drainage holes. Multipurpose compost will get you started and some seeds, just read the 
instructions and away you go. Another fun way to grow plants is from cuttings; find a healthy house plant 
and cut any spare stems it may have, plant them into your multipurpose, dampen and position out of direct 
sun light, window sills can get too hot for little clones, be careful not to over water. You can also rejuvenate 
kitchen scraps, try growing spring onions, leeks, lettuces and garlic cloves. Start the ends 
off in a little water in a sunny position, when new shoots appear plant them into 
multipurpose. Pick the outer lettuce leaves allowing the inner leaves to develop, use 
the garlic shoots like a spring onion. 

When the sun shines anything is possible so just have a go and enjoy the tilt. 

If you are interested in gardening and wish to get in touch, please contact me  
on 01202 410595.

As we enjoy our planets pilgrimage around our closest star, we 
arrive again at this point in time where we favourably tilt a little bit 
closer, thus affording us some extra solar radiations. This celestial 
phenomenon that gives us our seasons is known as earth’s axial tilt. 
Thankfully our assistance is not required in this process, other than a 
sun hat and a pair of shades.

Crocuses, daffodils, primroses, snow drops, daisies and dandelions, are 
first to show, providers of much needed food for our insect population. One 
creature that responds quickly is the frog. They spend the winter luxuriating 
in the muddy bottom of a pond or a pile of damp leaves. Sensitive to 
temperature changes, they emerge, the males will start croaking in the 
hope to attract a mate. You definitely know Spring is on its way when 
you see floating lumps of embryonic amphibians encased in slimy jelly. 

Miles - Ignite’s Horticulture tutor and volunteer coordinator

more

from Miles



  

           
  

If you are struggling with the effects 
of the present lockdown, Ignite could 
really help with improving wellbeing, 
employability and skills development 
as well as providing positive structure.

Ignite courses are for those that are unemployed, aged 19 or over 
and living in Dorset.

We are delivering some of our courses digitally (via Zoom) and face 
to face at our COVID secure site at the BCHA New Leaf Allotment 
(Level 1 Horticulture) for now. 

Personal development, skills for work and many more courses are 
offered so please call 01202 410595 to find out more or follow the 
link here: 

Ignite during Lockdown 

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 influence change at 
BCHA by getting involved.

•  Join our Residents Facebook page or 
 ‘Tweet’ us @BCHAnews

•  Take a customer satisfaction survey

•  Join an Expert panel or focus group

•  Be part of the editorial panel for the 
 Tenant Talk magazine

•  Call us on  01202 410500  (Monday to Wednesday   
 9am - 5pm or leave a message if not available) to
 discuss the various ways to get involved. 

•  Alternatively email customerservices@bcha.org.uk

We want to hear from you

find a way forward bcha.org.uk

Volunteering

Would you like to volunteer 
with BCHA or become a Peer 
Mentor in our Exeter based 
programme? 
We are always looking for those who have spare 
time to offer us and our services and learn new 
skills at the same time.

Daryl Gibbins and Mo Al Daba can give 
you further information on the Factory 
projects currently running so call them on 
01202 612480.

Mike Knowles is our Co-production Development 
Worker and can be contacted  on 07971 616436. 

Visit our website to find out more: 
www.bcha.org.uk/get-involved/volunteering/

bcha.org.uk 7Tenant Talk Spring 2021
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George House & Meet Rosie

The ‘George House’ Support Team
The George House team support 46 customers within 
George Hostel. We are a 24-hour service providing 
support for complex homeless clients from the area of 
Plymouth. Clients are referred into the service using the 
local Alliance referral system, and will have an allocated 
keyworker who will support each client to identify and 
meet any goals or areas of need to enable a safe and 
supported move on option.
The support team work closely with each other and both 
internal and external partner agencies to make sure 
that each customer receives the best possible support. 
Whether that is with drug and alcohol support, mental 
health or finances.

Some George House 
Facts and Figures:

• During lockdown 2020, George House 
managed to raise over £3,000 in vicar’s relief 
funding to help clear service charge arrears.

• In 2020 the support team supported over 
35 customers to move into independent and 
positive accommodation.

• Over Christmas the support team managed 
to get a financial donation of over £100 and 
enough food to feed the entire building for 
Christmas Day and over the New Year period.

• The team work closely with a range of agencies 
within the alliance, and have supported multiple 
clients to access drug and alcohol support, 
complex mental health support and social care.

• The team received a huge compliment 
from the local GP around the management of 
the building during Covid, and for effortlessly 
organising video GP calls and appointments. It 
was noted how the residents were saying how 
supported they felt by the team.

At BCHA we believe that people’s voices should 
be heard and one of the best ways that this can be 
done is through storytelling. We know that stories 
have the power to change hearts and minds. 
That is why we want to hear the stories of all our 
customers. This is Rosie’s story (not her real name) 
who lives in one of our supported properties.
We asked Rosie what she would like to tell us about 
herself and what the staff at BCHA have done to 
support her:
“I became homeless and the nice people at BCHA 
gave me a roof over my head. If it wasn’t for BCHA I 
would still be sleeping in the toilets at the train station. 
I owe my life to them, they saved me. BCHA is very 
very important to me (and underline very). I value 
everything I have, before BCHA I had nothing and now 
I have this room and all my things that I have saved 
for and make me happy. This room is my home, it is 
where I feel safe and I have not had that before”.
Tell me about your life experiences?
“My life has been hard but now as I get older I think that 
I am becoming more tolerant and more understanding 
of other people. Every day is a battle for me to get 
through and each new day that comes I am grateful 

for what I have. My biggest fear is to lose my room 
here with BCHA. The Lockdown hasn’t changed much 
for me. I don’t go out much anyway. Staff at BCHA still 
come to visit with me and check that I am alright”. 
How has Homelessness affected you?
“If you have been homeless and you get somewhere 
to live you should respect it and take pride in it, having 
a roof no matter where it is, is better that being out on 
the streets. People look down on you like you are the 
scum of the earth. People should not discriminate as 
many people have lost their homes due to job loss, 
family breakdowns and nobody chooses this. The 
hardest thing about being homeless was just having 
the clothes on my back and getting by day to day and 
just existing where nobody saw me, I wasn’t a person 
anymore, I lost my friends and my family, it is very 
lonely being homeless”. 
What are your hopes for the future?
“I am not fit for employment and in a years time I still 
want to be here in my room that is my home where I 
am safe and not as lonely as I have been. My pretty 
things make me happy and that’s how I stay positive, 
I am very attached to what I have managed to buy, 
saving and buying to make it look nice here gives me 
a feeling of accomplishment”.

Meet Rosie
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It’s that time of the year, when we review our rent and 
service charges. You should have received the notification 
of rent increase by now. If your rent is paid by Housing 
Benefit or through Universal Credit, please ensure that 
you update them about the increase so that your rent 
entitlement can be amended. If you live in a supported 
housing, we will notify Housing Benefit on your behalf, 
all you have to do is amend the payment of your service 
charge to reflect the new cost.

Your gross rent is made up of two elements - rent and 
service charge. Service charges are an amount that 
tenants pay to cover the cost of providing communal 
or shared services to a building and, if applicable, the 
surrounding estate. Please refer to your tenancy or 
license agreement to find out what is covered by your 
service charge. We are committed to providing all our 
tenants with value for money, quality services and do not 
make a profit from the money we collect.

Our rents are regulated and the annual increase is driven 
by a government formula which limits any increase to last 
September’s inflation (as measured by the Consumer 
Prices Index) plus 1%. For this year that equates to 1.5%.
The buildings we own and manage are all different, 
this means the amounts that tenants are charged differ 
depending on the services provided by scheme.

Rent and Service Charges

News Updates

Some of the services that may be included 
in your service charge are:

•  Cleaning/caretaking - cleaning and
 maintenance of internal communal areas

•  Gardening and grounds maintenance 
 - cutting grass, planting and weeding flower bed

•  Entry phone, emergency lighting, fire equipment,   
 CCTV, TV aerial, lifts, communal electricity and gas,   
 communal water etc

•  Buildings insurance - we are responsible for insuring
 buildings against risks such as fire and flood. You
 contribute to this via your rent. However, you are
 responsible for insuring your home contents and we   
 strongly advise you to do this.

It’s important that you pay your rent and any 
service charges on time and there are lots of 
different ways you can do this.

• Online via Allpay

• By Direct Debit - this is our preferred method

• Standing Order

• By phone - call us on 01202 410500



Safety in your home

Safety in your home

Fire Safety is our top concern, that is why we carry out fire risk assessments as 
required by law. We make sure that fire equipment is not damaged and that there are 
no fire risks in the communal areas. We do this regularly to make sure our residents 
are safe. We are working with the fire authorities and local councils to make sure all 
fire safety requirements are met and kept up to date. We would also like to reassure 
our residents that all of BCHA’s purpose-built apartment blocks received Building 
Control sign-off at the time of build, as well as, the approval from a licensed warranty 
provider after they were built and have an up-to-date fire risk assessment. However, 
it is still very important that you know what to do in the event of a fire, and how to 
reduce the possibility of a fire in your home or building. Please contact us, If you are 
unsure or have any questions or concerns in regards to fire safety at your property.

Asbestos is a material that was used widespread in buildings from the 
1950s, in various guises - some textured walls and ceilings and older style 
vinyl flooring, insulation boards, and cupboard linings amongst others. The 
material is not dangerous in a static state, however care does need to be 
taken, should any decorating/drilling/sawing/sanding be undertaken. When 
asbestos is disturbed it can cause problems to the respiratory track. All BCHA’s 
operatives will be aware of any asbestos in your home, when they visit, and 
will use the correct precautionary measures when attending to your repair. 
However, we do ask that you contact us, if you are intending to complete any 
decoration in your home, so that we may check our register. Asbestos was 
not used after 2000, so if your property was built after 2000, there will be no 
asbestos present.

Gas Safety Faulty gas appliances can give off poisonous carbon monoxide. This 
gas cannot be seen or smelt, but can kill in just a few hours. For your own, and your 
neighbours safety, you need your gas pipe work and heating appliances checked 
every year. BCHA has a legal duty to make sure all our appliances are checked every 
year by properly qualified gas engineers. Our contractors will get in touch with you to 
arrange for this work to be done. It is a condition of your tenancy that you must allow 
our contractors access to your home to carry out this work. As a leaseholder it is your 
responsibility to have your gas appliances serviced regularly. It is recommended that 
your appliances are checked every 12 months by a gas safe registered engineer. 
For gas safety advice and a list of registered engineers, visit the Gas Safety Register 
website: www.gassaferegister.co.uk

Coronavirus We are making sure to follow the most up-to-date advice from 
the Government and the NHS to ensure our residents, staff and contractors 
remain as safe as possible against the coronavirus. We are aiming to maintain 
as many services as normal. However, we are following government advice on 
the need to maintain a physical distance and most of our employees are still 
working from home. Therefore, we have had to make a number of changes to 
the services we can provide. We appreciate your patience and understanding 
during these difficult circumstances.

For more information contact our Compliance Team via email: compliance@bcha.org.uk
Customer Services Team 01202 410 500

find a way forward bcha.org.uk
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Vegan Ramen Noodle Recipe
One of our customers Samantha, is a keen cook and has been a 
vegan for some time. For those who are meat eaters, why not add 
slices of chicken or beef.
Ingredients
•  2 garlic cloves
•  thumb-sized piece of ginger sliced, 
 plus a few slices cut into fine matchsticks 
 to serve (optional)
•  1½ tbsp miso paste
•  1 tbsp neri goma (white sesame paste) 
 or tahini
•  15g dried shitake mushrooms
•  1 litre good quality vegan stock
•  2 tbsp soy sauce
•  200g tofu, cut into chunky cubes
•  1 tbsp cornflour
•  1 tbsp vegetable oil
•  100g (2 x nests) ramen or rice noodles
•  1 head pak choi quartered
•  2 spring onions finely sliced
•  25g ready-to-eat beansprouts
•  1 carrot, peeled & cut into fine matchsticks
•  sesame oil
•  chopped coriander
•  crushed peanuts
•  crumbled sheets of nori or dried chilli   
 threads to serve.

Method
STEP 1
Crush the garlic and 
put into a saucepan with 
the ginger, miso, neri goma, 
mushrooms, stock and soy. Bring 
to a gentle simmer, cover and bubble 
for 5 mins until the ginger is soft. Strain into a clean pan and 
discard everything left in the strainer.

STEP 2
Meanwhile, cook the tofu. Toss it in the cornflour and heat 
the oil in a frying pan. Fry for a few minutes on each side, 
being careful as you turn it so it doesn’t fall apart. Cook the 
noodles for 1 min less than pack instructions, so they retain 
a little bite. Drain and leave in the pan with a little cooking 
water so they don’t stick together.

STEP 3
Add the pak choi and whites of the spring onions to the 
broth and gently reheat for 1-2 mins until the greens have 
just wilted.

STEP 4
Divide the noodles between two deep bowls, ladle over the 
broth and veg. Top with the tofu, beansprouts, carrot and 
ginger matchsticks, green parts of the spring onions and 
a drizzle of sesame oil, plus the other toppings, if you like.

You said 
“The out-of-hours service wasn’t effective”.
We did
Negotiated a new contract with NPA247’.

You said
“The complaints process was slow/flawed”.
We did
Our Tenant Panel Scrutinised the   
Complaints system, gave recommendations & we 
now have a Complaints Coordinator, Yve Carey & 
an ongoing Complaints Panel that includes tenants.

You said - 
“We want more financial 
advice from you”
We did - Jeanette Morgan 
is now our Specialist 
Financial Inclusion Officer.

You Said .. 
We Did

We always want to hear your views and we will 
let you know what has happened. Here are a few 
points of progress since Autumn 2020.

Samantha’s Recipe



Lockdown Activities & Useful Contacts

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 410500  
Email enquiries@bcha.org.uk  bcha.org.uk
St Swithuns House, 21 Christchurch Road, 
Bournemouth BH1 3NS
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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 on 01202 612600 (Mon to Fri 10.00 - 16.00)

MHfloatingsupport@bcha.org.uk

Ignite Team
01202 410595 • ignite@bcha.org.uk

Foodbanks 
are available if you are struggling to cope financially.

Call 01202 410500 for further advice.

Useful Contacts at BCHA

Activities
Whilst we are all in a state of lockdown, it is important to keep yourself 
busy and entertained. The mind needs excercise too! Here are a few ideas 
to keep the grey matter stimulated.

Solitaire
Do you have a deck 
of cards tucked away 
inside a drawer? Most of 
us do and rarely use them! 
Wish Solitaire, Streets and 
Alleys, Accordian, Klondike, Spider and 
traditional Solitaire can all be played solo, 
with a single deck of cards.

Phone Call
It is not always to going to be safe 
to see people in your support 
network. Don’t forget you can 
reach out using the phone!

Mindfulness
You can find mindfulness 
videos on the BCHA 
YouTube channel
- BCHA Youtube

Cloud Gaming
If you are wired up to the internet, 
cloud gaming allows AAA titles to 
be played on the devices you own - 
smartphone, laptop, tablets. Each 
service has a unique offering and 
pricing, with some providing a free tier. Some 
names include Google Stadia, Nvidia GeForce 
Now and XBox Game Pass Ultimate.

Get Connected
Did you know that BCHA are still giving away 

the old staff phones, please call Daryl Gibbins on 
01202 612480 if you would like one.


