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“There’s been so much change in the Housing Department recently 
so I’d like to take this opportunity to introduce you to the team”.

Stacey Northover
Assistant Director of Housing & Customer Experience
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Thousands of lives transformed

Meet the
Team
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Stacey Northover
Assistant Director of Housing & Customer Experience

Meet the TeamMeet the Team

I am responsible for both Housing and Customer experience which also includes the 
Employability and Skills Service. We try to look after all our tenants and ensure that 
their needs are met in respect of their Housing situation. We also offer help for people 
to get back into work by providing them with training courses such as IT, Interview 
Skills and Mindfullness to name but a few. My role is diverse and busy but it is one I 
enjoy. If you are interested in any learning more please check out our website.

Meet the Team
The Housing & Customer services team Is made up of 3 services within one 
team. The services are managed by Pauline Lewis, Housing & Customer 
Services Manager who reports in to Stacey Northover who is Assistant Director 
of Housing & Customer Experience.
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Pauline Lewis
Housing & Customer Service Manager

Meet the TeamMeet the Team

I joined BCHA in the Summer with over 20 years Housing Management experience 
with Local Authorities. I am responsible for all aspects of the housing service such as 
Tenancy Officers, Income Recovery & Inclusion Officers and the Customer Services 
Advisors. I oversee anything tenancy related including rent arrears, anti social 
behaviour, noise nuisance and tenancy changes. I am delighted to be at BCHA and 
look forward to the future where our housing service will be a beacon of excellence 
and one to be rivalled.

Contact 01202 410500 / paulinelewis@bcha.org.uk

Meet the Team...Cont
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Jeanette Morgan
Contact 01202 410585
jeanettemorgan@bcha.org.uk
Patch - Weymouth

Joanne Baker
Contact 01202 410504
joannebaker@bcha.org.uk
Patch - Southampton, Fareham, Andover, Salisbury, 
Poole, Verwood, Swanage

Esther Godber
Contact 01202 410562
esthergodber@bcha.org.uk
Patch share - Portsmouth, Wareham, Bridport, Wimborne, 
Devizes, Ferndown, Charmouth,Dorchester
Works Wednesday & Thursday

Kari Ireson
Contact 01202 410507

kariireson@bcha.org.uk
Patch - Bournemouth

Elayne Drouet-Symes
Contact 01202 410586

elaynedrouet-symes@bcha.org.uk
Patch share - Portsmouth, Wareham, Bridport, Wim-
borne, Devizes, Ferndown, Charmouth, Dorchester

Works Monday, Tuesday & Friday

Our duties involve going through our properties on a weekly basis and sending letters to tenants 
who are in arrears with their rent. We also undertake home visits, help with financial inclusion advice 
and attend court hearings for possession of properties. We are always happy to help if you are 
having problems paying your rent. We can also offer lots of advice and assistance so please contact 
us if you are having difficulties.

Income Recovery & Financial Inclusion Officers
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Our duties include showing prospective tenants around their new homes, signing them up to their 
tenancies, dealing with neighbour nuisance and anti social behaviour as well as undertaking property 
inspections and tenancy audits. We visit our areas two or three times a week and we are happy to 
stop and talk to you about any problems you may have.

Tenancy Officer Team

“I’ve only been with BCHA for a few weeks and my job is to visit every property and undertake an 
inspection. I am looking to see that tenants are keeping the property in good order as well as looking 
for any issues which we as the landlord need to take care of. I look forward to meeting you all as I make 
my way through 900 visits over the coming months”.

Robert Clarke - Tenancy Officer
Contact 01202 410562
robertclarke@bcha.org.uk
Patch - Weymouth, Portland

Kirrin Chahal – Tenancy Management Support Officer
Contact 01202 410512
kirrinchahal@bcha.org.uk

Lee Hardwick – Estate Supervisor
Contact leehardwick@bcha.org.uk

Patch - Weymouth, Portland

Paul Whitehouse -Tenancy Officer
(Starting January 2019)

Patch - Bournemouth

Vacant – Tenancy Officer
Patch – Portsmouth, Andover, Salisbury, Devizes, Fareham

Kirrin Chahal
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Our jobs are extremely busy and varied. Not only do we answer all phone calls which come in to 
BCHA but we cover reception as well as undertaking some administrative tasks for the housing 
team. The phone and reception cover keeps us really busy but it’s very interesting and no two days 
are the same.

Customer Service Advisors

Alyson Benfield
Contact 01202 410500

alysonbenfield@bcha.org.uk

Richard Wise
Contact 01202 410500
richardwise@bcha.org.uk

Our teams are eager to help                       
and look forward to your call.

Housing Man



Recovering rent arrears, former tenant arrears and tenancy management is a difficult job and 
involves robust management to help tenants remain in their own homes, however, not all tenants 
abide by their tenancy conditions which then requires further action against their tenancy.

•	 Taken back 7 abandoned properties
•	 Served 6 Notices of Seeking Possession (Nosp’s) for Anti Social Behaviour
•	 Evicted 5 tenants for Anti Social Behaviour
•	 Signed up 66 new tenants
•	 Undertaken 186 property inspections

•	 7 cases of arrears over £3,000
•	 12 cases of arrears over £2,000
•	 42 cases of arrears over £1,000
•	 129 general needs cases of former tenant arrears being pursued.
•	 Obtained 3 outright possession orders for rent arrears
•	 Evicted 9 tenants for rent arrears

Please remember that rent is your priority debt. If you are having any 
financial difficulties please don’t hesitate to contact your Income 
Recovery & Financial Inclusion Officer. We are here to help.

Housing ManHousing Management Performance

Cash Payments For Rent Being Discontinued

Since the 1st of April this year we have:

We have:

With effect from 1st January 2019, BCHA will no longer be taking cash payments for rent.

The alternative options for paying your rent are:-

•	 Direct Debit
•	 Bank Transfer

Direct Debit is so easy to set up.  Just pick up the phone and ring your Income Recovery & Financial Inclusion
Officer who will be happy to attend to this or if you have access to online banking, please make your payment to:-

      Lloyds Bank
      Sort Code  - 30-91-08
      Acc No    -    03155248

Please put your name and RENT as the reference to allow us to identify which account to post it to.

TENANCY MATTERS

RENT ISSUES
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Universal Credit

Smoke DetectorsSmoke Detectors & Your Safety

A smoke alarm should be fitted in your home, if 
not and you are a tenant of BCHA please call us 
on 0300 1234 001.

You should test your alarm each week to ensure 
that the alarm is working properly using the test 
button.

Most of the smoke detectors that we provide are 
mains-wired with back-up batteries. However, 
you may have a different battery operated type 
of smoke detector.

Please remember you are responsible for 
changing the batteries in battery-operated 
detectors once a year or when you hear it beep 
at intervals. Never remove the batteries unless 
you are replacing them.

It is also important to keep the vents to smoke 
detectors free of dust, this can be achieved 
simply by running your vacuum cleaner over 
the vents. Hoovering the smoke alarm every six 
months will help to ensure dust does not affect 
its ability to work if a fire occurs. Remember. a 
smoke alarm will give you vital time to escape.

Handling Your Data

SMOKE DETECTOR

Test Button

Vents

Fire Safety
SAVES LIVES



9www.bcha.org.uk

Universal CreditUniversal Credit

Smoke Detectors
The General Data Protection Regulation 
(GDPR), which came into effect as of 25 May 
2018, is a set of legal standards designed to 
give UK and EU citizens more protection over 
their personal data. Personal data refers to any 
information that can directly or indirectly identify 
an individual. This can include a name, email, 
bank details, health information and much 
more. The GDPR sets out a number of legal 
rights such as the right to be informed about the 
collection and use of personal data, the right to 
see what information is held about you and the 
right to be forgotten.

GDPR affects how organisations, such as 
BCHA, must handle personal information 
about their customers. We have to ensure that 
personal data is gathered legally and under strict 
conditions and only be processed for specific 
purposes by BCHA. In addition to this, BCHA 
is obliged to keep your personal information 
secure and protect from misuse or accidental 
loss.

Handling Your DataNew Rules on Handling Your Data
The ICO (Information Commissioner’s Office) 
is the national organisation responsible for 
making sure GDPR is complied with. The ICO 
also provides more information about your rights 
and our responsibilities as an organisation in 
regards to personal data on their website:
 www.ico.org.uk.

If you want to know how and why BCHA 
collects and processes personal data, go to our 
‘Customer Hub’ on the BCHA website:
www.bcha.org.uk. There you will find a number 
of Privacy Notices for different types of 
customers which explain our approach to data
protection in more detail.

Universal credit is being rolled out and the migration to the new benefit is expected to be completed 
by March 2023. Universal credit will see certain benefits such as Income Support, Housing Benefit, 
JSA, ESA, Child Tax Credit and Working Tax Credit paid in one lump sum every month rather than 
individually.

To prepare our tenants for this roll out we will be contacting all tenants under pension credit age who 
are in receipt of housing benefit to discuss setting up a payment plan to work towards paying their 
rent in advance. This will help tenants to be financially prepared for the change to Universal Credit 
and reduce the risk of rent arrears accruing during the transition period.

If you have any questions about the transition to Universal Credit or setting up a payment plan, 
please call your Income Recovery & Financial Inclusion Officer on 01202 410500 and ask to speak 
to your Income Recovery and Financial Inclusion Officer.
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Water Safety & LegionellaWater Safety & Legionella
Water Safety and Legionella
A Safety Guide for BCHA Tenants

  What is Legionella?

Legionella is a naturally occurring bacteria 
found in water and water systems. It can result 
in a range of diseases including Legionnaires’ 
Disease. It is rare, though not impossible, to 
contract these through a domestic water system. 
Although anyone could catch Legionnaires’ 
Disease, those most at risk are those in the 
following groups: Older people, heavy smokers 
or drinkers, people with chronic respiratory or 
kidney disease, those with diabetes, lung or 
heart disease and those with impaired immune 

systems. Although  common and naturally 
occurring, the bacteria is comparatively 
harmless where it exists in low concentrations. 
The risk increases where water is stagnant and 
at a temperature warm enough for the bacteria to 
breed. Breeding occurs roughly between 20 and 
45 oC. The biggest risk comes from breathing in 
contaminated water droplets and for this reason 
showers and some taps are probably the most 
risky water source in a residential property.

  What can I do as a Tenant?

There are steps that BCHA takes to ensure the risk is managed but there are things that you as our 
customer and the resident in the property, need to do to help manage the risk.

Most importantly, make sure that:

 Hot water in the system is kept hot;
 Cold water is kept cold;
 The water is kept circulated.

In particular, it is important that you:
 Tell us if the boiler or hot water tank are not working properly, particularly if the water is   
 not coming out of the taps at a sufficiently high temperature. It should come out at a   
 temperature of 50°C after it has run for a minute at the latest.

 Do not interfere with the settings on your boiler or hot water system. The hot water should  
 be set so that the water is heated up to a minimum of 60°C.

 Tell us if the cold water is still running warm after you have initially run off any water, which  
 may have accumulated in the pipes. It should not be above 20°C.

 Tell us if there are problems, debris or discolouration in the water.
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Water Safety & LegionellaWater Safety & Legionella...Cont

 Where your property is left vacant for any time, e.g. if you have been away on holiday,   
 make sure that when you are home again that both hot and cold water systems are flushed  
 through by running all outlets for at least 2 minutes.

 If you have any taps or outlets that aren’t used frequently (e.g. external taps), then ensure  
 they are flushed through by running them for 2 minutes each week. When running the water  
 though don’t turn the outlet on full so as not to cause splashing.

Where showers are fitted:

 If they are used only occasionally then flush them through by running them for at  least
 2 minutes once a week. Keep out of the way whilst this is being done as far as possible.

 Clean the shower head periodically, descale and disinfect it. This should be    
 done at least every six months.
If you have any concerns, please report them to New Leaf Repairs on 0300 1234001
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Would You Like To Have A Credit History?
BCHA’s Housing Department have teamed up 
with Experian Credit Management Agency to 
introduce The Rental Exchange Scheme for 
BCHA tenants.
This means that tenants who do not have a credit 
history or digital footprint can now work towards 
obtaining one.
We understand that people who are on benefits 
very often cannot get credit, however, the Rental 
Exchange Scheme can give you a great start to 
build up your credit history.
The only thing you have to do is to ensure that 
you pay your rent on time every week or in line 
with any agreement you have with us. Each timely 
payment you make will go towards building your 
credit history which in turn will benefit you in the 

future when you are looking to buy bigger items 
such as vehicles and furniture.
Lenders are more likely to offer credit to people 
who can show that they make regular repayments 
and this scheme will help you do that.
You will receive a letter from us notifying you about 
the scheme and if you wish to be part of it then you 
don’t need to do anything else.
We intend to implement this scheme at the 
beginning of January 2019 so all you need to 
do is make sure you pay your rent on time. For 
further information please speak to your Income 
Recovery & Financial Inclusion Officer.
If you would like to opt out then please just e-mail 
me and let me know at:
paulinelewis@bcha.org.uk

All the staff at BCHA would like to wish our 
customers a very Merry Christmas
and a Happy & Healthy New Year



IGNITE

LET 2019 BE
YOUR YEAR!

Do you want to? - Learn new skills! Gain a qualification!
 Improve your Wellbeing! Plan for a Successful Future!

IGNITE IS A FREE SELF-DEVELOPMENT PROGRAMME OF 
COURSES AND 1-TO-1 SUPPORT AIMED AT UNEMPLOYED ADULTS

TAKE THE NEXT STEP, YOU WON’T LOOK BACK!
For further information or to enroll, please contact us on 01202 410500

or at igniteproject@bcha.org.uk

Courses start early 2019 and include:
Personal & Social Development 

Digital Life Skills
Skills for Work

Level 1 Skills for Supporting Others
Level 1 IT Skills

Level 1 Horticulture
The Growth Project
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Useful Numbers

Customer Services

Tel: 01202 410500
Email: enquiries@bcha.org.uk

New Leaf Repairs

Tel: 0300 1234 001
Email: repairs@bcha.org.uk

Ignite

Tel: 01202 410595
Email: igniteteam@bcha.org.uk


