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KEEPING 
EVERYONE 
SAFE 
Keep Each Other Safe and Well 

NEW STARTERS
Your new Senior Management team 



WELCOME

HOUSING
W H I T E  PA P E R

The last year has been an incredibly 
difficult one for everyone and as we 
start to come out of lockdown we are 
looking forward to being able to get 
back to things like coffee mornings,  
and some of the activities you all enjoy. 
We will need to do this safely and in line 

with government guidance, but we hope we will once 
again be able to see each other face to face.

There will still be some activities and meetings that will 
run virtually and one of these will be Annual General 
Meeting – you can find out more about this and how to 
join on page 4.

In this edition of Citizens News we also take a look back 
at 2020 and some of the good things that have come out 
of lockdown and how we have all adapted to the changes 
and challenges.

Listening to our residents and tenants is very important 
to us at BCHA and you can read a bit more about our 
forthcoming satisfaction survey. We have also taken the 
opportunity to give you some updates on government 
policy and the Housing White Paper that was published 
late last year.

Finally, look out for the article about our resident  
author Marilyn!

Marie Taylor Chief Executive

The Housing White Paper was published in November 2020 and as 
part of this, a new charter for social housing residents was created.

The charter sets out 7 points that every 
resident should be able to expect from 
their landlord. These are:

1. To be safe in your home. We will work 
with industry and landlords to ensure 
every home is safe and secure.

2. To know how your landlord is 
performing, including on repairs, 
complaints and safety, and how they 
spend their money, so you can hold 
them to account.

3. To have your complaints dealt with 
promptly and fairly, with access to a 
strong ombudsman who will give you 
swift and fair redress when needed.

4. To be treated with respect, backed 
by a strong consumer regulator and 
improved consumer standards for 
tenants.

5. To have your voice heard by your 
landlord, for example through regular 
meetings, scrutiny panels or being on 
its Board. The government will provide 
help, if you want it, to give you the tools 
to ensure your landlord listens.

6. To have a good quality home and 
neighbourhood to live in, with your 
landlord keeping your home in good 
repair.

7. To be supported to take your first 
step to ownership, so it is a ladder 
to other opportunities, should your 
circumstances allow.

As we get our resident engagement 
activities for the coming year underway, 
we will be talking to you about how 
we make sure we are meeting these 
commitments and how you would like us 
to communicate our efforts.
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7 POINTS
YOU SHOULD 
EXPECT FROM  

YOUR LANDLORD

A copy of 
Citizens News 
in large font 
or different 
languages can 
be requested.



It will soon be time to hold our 
BCHA Annual General Meeting.  
As we are still trying to keep 
everyone safe, we will be 
having a virtual AGM this year. 

You will be able to join the meeting using 
a link that we will send to residents and 
we will also publish an agenda.

If you would like to join the AGM but  
are worried about getting online or 
don’t have access to a tablet or laptop 
please contact Gareth Tindall on  
01234 321400.

BCHA CODE OF 
GOVERNANCE
At our recent Board away day we 
reviewed the National Housing 
Federation Code of Governance and 
we agreed that this will be the code 
of governance BCHA will adhere to.  

The NHF code was updated in 
November 2020 following the 
publication of the Housing White 
Paper and is designed to help 
housing associations achieve the 
highest standards of governance and 
board excellence.

If you’d like to find out more or get 
involved in working as a tenant Board 
Member we’d love to hear from you 
and we will be recruiting for this post 
over the summer.

The information on the next page 
gives you a bit more information 
about how to express an interest.
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V I R T U A L

Housing Association Board - non remunerated role
We have an exciting opportunity for a 
tenant Board member coming up in the 
next few months. 

As a resident you’ll probably know that 
we offer sheltered, extra care and general 
needs housing and a care home for older 
people in Bedford.  

As a Board member, you will be bringing 
direct lived experience to the role 
which will provide enhanced insight 
when the board is considering strategic 
developments.

You will also have the opportunity to 
work with our Non Executives to set  
our future strategy and get involved in 
things like reviewing performance and 
customer satisfaction. 

At the moment we are working in 
a challenging and rapidly changing 
environment, and we work with our 
Board to ensure we achieve high 
standard services and support to 
residents.  We aim to offer a safe haven 
and create a strong sense of community. 

With good CQC ratings and positive 
customer feedback, we pride ourselves 
on being innovative and offering care you 
can trust. 

To find out more about this  
role please get in touch with  
Gareth Tindall on 01234 321400.

Closing date: 
Friday 23rd July 2021  
at 12 noon

Scan the QR code to apply.

VACANCY
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surveyR E S I D E N T

Your views matter and hearing from  
you about the things that we do well  
and those things we could do even  
better is really important to us at BCHA.

To help us with this we will be running a resident 
satisfaction survey in August 2021 and through this  
you’ll be able to tell us how things are for you and  
any ideas about how we can improve.

All responses are anonymous and we will use your 
feedback to develop a customer service improvement 
plan.  We will talk to you about the results at residents 
meetings and in the next edition of Citizens News.  

We will also keep you up to date with progress  
on the action plan too.

If you’d like help completing your survey  
please let us know by contacting: 

Bedford Charter House – Liz Parker
Oak Way House – Gina Thompson
Bedesmans House – Belinda Lane
Maydenbury House – Mandy Kelly
Other Housing – Sharon Potter

COMPLAINTS
We’re committed to providing a high-quality service  
to our residents and we realise that we don’t always  
get things right, and when this happens we want to  
learn and improve. We really welcome your complaints  
(and compliments). We want you to keep talking  
to us because your feedback helps us to continue  
to improve our services.

RESIDENTS 
MEETINGS
We are working on 
setting the dates 
for our forthcoming 
residents meetings 
over the summer. We 
will be in touch with 
you as soon as the 
dates and details of the 
meetings are available.

In the meantime if 
you’re interested 
in finding out a 
bit more about 
resident involvement 
opportunities here at 
BCHA please contact 
Liz Parker at Bedford 
Charter House. We’d 
love to hear from you.

VIRTUAL 
RELATIVES 
MEETINGS
We will continue to 
offer virtual relatives 
meetings. To find out 
more about these and 
to arrange a meeting 
please contact Liz 
Parker at Bedford 
Charter House.



WELCOME

authorR E S I D E N T

Over the last couple of months 
we’ve welcomed some new 
people to our BCHA team.

In case you haven’t had the chance  
to meet them yet, here’s some 
introductions to the new members of the 
Senior Management team:

 LIZ PARKER 
Head of Care

We are pleased to 
introduce Liz Parker 
who joins us from 
Roebuck Nursing Home 
in Stevenage.  Liz has 

extensive experience working in both in 
retirement living and as a commissioning 
manager.  She is a qualified nurse and also 
undertakes a number of voluntary roles 
including working with the Samaritans 
and is a member of the Red Cross.

PAULA 
HILLMAN 
Head of Finance

We also welcome our 
new Head of Finance, 
Paula Hillman. Most 
recently, Paula was 

Head of Finance at the HIUK Foundation 
and prior to that she worked at the 
Institute of Brewing and Distilling.  Paula 
has over 15 years’ experience in the charity 
sector and started her career in finance 
in Dulwich working for an Electronic 
Services business.

We would also like to say a warm welcome 
to Sharon Potter (left) who joins BCHA as 
a Senior Housing Officer and Tiffany Irvine 
(right), our new Property Manager.

BCHA’s Own Resident Author – ‘Karma:  
A Mystery in Paris’ by Marilyn Freeman

Our very own resident author has taken 
us to the heart of Europe’s most exciting 
city with her first novel, ‘Karma: A Mystery 
in Paris’.

BCHA Resident Marilyn Freeman, who 
lives in Bedesman’s House, decided to 
spend her time in lockdown realising a 
long-held dream to write a novel.

‘Karma: A Mystery in Paris’ is a thriller set 
in 1972. It ranges over three decades and 
follows the journey of a young woman 
trying to uncover what happened to 
her mother who disappeared ten years 
previously. The story has its roots in the 
Nazi occupation of Paris in 1942, with 
many shocks along the way.

Marilyn was originally from Oldham but 
has lived in various places around the UK, 
including Bath, before settling in Bedford 
6 years ago with her husband Barry.

She began her working life as an  
industrial chemist and then worked in 
business with her husband, who is a 
published children’s author.  

Marilyn says: “During this past year when 
we have all been in and out of lockdown 
and unable to travel, I have discovered 
that the greatest joy in writing is the 
freedom it gives me to be anyone, do 
anything and go anywhere in the world, 
while still sitting at my computer.”

“We are all so proud of 
Marilyn and are looking 
forward to reading her book.  
What a great achievement 
and such a productive way 
to have spent lockdown!  We 
wish her all the very best with 
her writing and eagerly await 
her future works.”
Marie Taylor Chief Executive

Her next book ‘Secrets and lies’,  
a domestic thriller set in Bath, has  
now been published.

Copies of ‘Karma: A Mystery in Paris’ 
are available at the Eagle Bookshop in 
Bedford and from most online stores 
including Amazon, Kobo, Barnes & Noble 
and Apple Books.

For more information visit www.
spellbrooktales.com, facebook.com/
marilynswriting, or email Marilyn at 
inbox@marilynfreeman.org.
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N E W  S TA R T E R S

WELCOME
TO BCHA



2020 IN REVIEW

AUGUST 2020
Person Centred Software 

Launched Sheltered 
Housing

SEPTEMBER 2020
Indoor Safe Visiting 

Space opened (BCH)

Zoom Relatives  
meetings (BCH)

DECEMBER 2020
Lateral Flow Testing 

Launched (BCH+OWH)

Christmas decorations 
sent from BCH residents 
to family – Supported by 

rotary club (BCH)

Both Rays Close and 
Bedesmans House were 
at risk of floods during 
the Christmas period

JANUARY 2021
Vaccinations BCH

FEBRUARY 2021
New Fire doors 

Bedesmans House

CQC Infection Control 
Audit – Assured Status

APRIL 2021
In room visits offered  
with lateral flow tests

New Fire doors 
Bromham Road & 
Kimbolton Road

2020 was a difficult year, but a lot of positive measures were 
put in place to help our residents and visitors wherever possible.

“ As we look back over the last year, we recognise the challenges and losses that 
many of us have faced.  Taking time to reflect also helps us think about some of the 
new innovations that we have introduced, for example, we have found new ways 
to connect with each other and maintain contact with friends and relatives that 
keep us safe at the same time.  As we move into the summer months and the easing 
of lockdown, we are looking forward to seeing more of each other in person again.  
Our timeline below looks at some of the work we’ve done over the last year to keep us 
all safe and to maintain our homes for you.”

Marie Taylor Chief Executive
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BCH - Bedford Charter House  |  OWH - Oakway House
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MARCH 2020
Contactless Hand 
washing stations 

installed at Bedford 
Charter House (BCH)

National Lockdown –  
Home Working 
implemented

OWH Dining Rooms 
closed - Meals delivered 

to doors at Oakway 
House (OWH)

Closing of Maydenbury 
and Bedesmans House 

communal areas

APRIL 2020
Person Centred Software 

Relatives Portal 
launched (BCH+OWH)

Video Calls with relatives 
(BCH)

Zoom for  
Board meetings

JUNE 2020
New Fire Doors 

Maydenbury House

COVID-19 PCR Testing 
Launched (BCH+OWH)

JULY 2020
Garden Visiting 
Launched (BCH)

ATLAS eMAR Launch 
(BCH+OWH) 

New Fire Doors Hurst 
Grove 



KEEP EACH OTHER SAFE  
AND WELL
It’s important to remember that we  
can all help reduce the risk of infection  
by remembering:

• Wash and sanitise your hands regularly

• Where you can, keep apart from others 
and follow social distancing

• Wear a mask if you can

“ In this article we take a look at 
how to stay safe and reduce the 
risk of infection.  Keeping our 
residents and staff safe is our 
priority and following some simple 

steps can make a real difference.” 
Liz Parker Head of Care
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FOLLOWING  
GOVERNMENT GUIDANCE

We know everyone is looking 
forward to being able to see 
friends and relatives again and 
we are keen to ensure visiting 
should be supported wherever 
it is possible to do so safely.

We will work with you to make sure we 
follow government guidance and create  
a safe environment where we can 
manage risks. 

All visitors also have an important 
role to play – helping to keep their 
loved ones safe by carefully following 
the government guidance, and the 
arrangements that we have put in place. 

Welcoming anyone into our homes  
from the community inevitably brings 
risk of COVID-19 transmission. However, 
we are working to make sure these 
risks can be managed as we know how 
important it is to offer visiting and that 
seeing loved ones benefits our residents 
and their families.

In the face of new variants of the virus, we 
still need to be cautious to make sure we 
protect those most at risk while ensuring 
indoor visits can go ahead. While the 
vaccination programme is bringing much 
needed hope and protection, until more is 
known about its impact on transmission, 
residents and visitors should continue 
to adhere to all the infection control 
measures that are in place now.

As we continue to move out of  
lockdown, we want to allow more  
visiting, and more visitors. The 
government hopes that by the summer, 
visiting will feel as relaxed and normal  
as possible – retaining only those 
infection prevention and control 
measures that are needed to protect  
the most vulnerable residents. 

We want to make sure we take  
into account your views, needs and  
wellbeing when decisions about  
visiting are made, we recognise  
that we must consider the wellbeing  
of all residents.

When we make decisions we will try  
and involve residents, your family and 
friends as much as we can.

If you have any questions or concerns 
please contact Liz Parker at Bedford 
Charter House.

keeping  
everyone safe

B C H A
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Have you got your home insurance in place?  If not, why  
not have a look at the My Home Insurance Scheme for tenants  
and residents to insure the contents of their homes.

The My Home Contents Insurance Scheme 
is a specialist insurance scheme provided 
by Thistle Tenant Risks, The policy covers 
the contents and personal belongings 
for tenants in social housing against loss 
or damage from specific events (for 
example, fire, theft or escape of water).

The My Home Scheme can cover most 
of your household goods and contents  
whilst in your home, such as furniture, 
TV, clothing, carpets, electrical items and 
general household goods. 

It does not cover property used or held 
for business or professional purposes. Full 
details of the policy cover and exclusions 
are available on request before you apply 
for cover.

The insurance also covers replacement 
of external locks if your keys are lost or 
stolen and the contents of your fridge and 
freezer (excludes damage caused if the 
electricity supplier deliberately cuts off 
the supply to your home). 

There are also additional cover options 
which you can add to the standard policy.

The last year has presented many challenges, including loneliness 
caused by not being able to see friends and relatives or have 
regular contact with people.  

If you haven’t had a chance to keep in 
touch with people and would like to try 
something new, then Friends for Life, 
Bedford is a service available to  
all residents.

Friends for Life (FFL) are a local charity 
who work with residents in Bedford’s care 
homes. They were founded in 2007, and 
now have over 70 volunteers, supporting 
35 care homes across Bedfordshire.

At Friends for Life, they understand the 
negative impact loneliness can have 
on well-being and their volunteers are 
personal befrienders, offering friendship 
and company to care home residents.

As a result of COVID-19 Friends for Life  
offer telephone befriending, video calls 
and letter writing.  
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CONTACT DETAILS 
General enquiries
 Monday - Friday 9am - 5pm
 0345 450 7288
 myhome@thistleinsurance.co.uk

Postal address 
Thistle Tenant Risks, Thistle Insurance 
Services Limited, Southgate House, 
Southgate Street, Gloucester, GL1 1UB 

LOOKING AFTER

THISTLE
H O M E  I N S U R A N C E

your wellbeing

CONTACT DETAILS 
 07460 575410
 Pauline@friendsforlifebedford.

org.uk



A copy of Citizens News in large 
font or different languages can  
be requested. 

 1B Kimbolton Road, Bedford MK40 2PU
 01234 321400
 enquiries@bchal.org

www.bchal.org


