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WELCOME 

Welcome to the Spring edition of Citizens 
News.   Listening to tenants and residents 

is an important part of our work, in this 
edition of Citizens News we report back 
on the results of our tenant’s survey. It is 
great to see 98% of tenants being satisfied or very satisfied with the 

services provided by BCHA. The survey has highlighted some areas 
where BCHA can improve, read more about the results 
on pages 6 and 7.  

Bedford Charter House will have been open for three 
years on the 30th April 2018. The building has been a 

huge success and we regularly received positive 
feedback about the warm friendly atmosphere and the 
lovely garden.  The inspection from CQC and rating of 

‘Good’ has been a real achievement for all the staff 
involved. Read more about what’s happened at BCHA 
on pages 4 and 5. 

Marie Taylor 

Marie Taylor  

Chief Executive 



include, installing external 
letterboxes at some properties to 

improve safety and security and 
replacing the housings for Gas and 

Electricity Metres to upgrade 
these to provide 

additional protection.  
We will be replacing 
front doors in some 
properties to 

improve safety 
and will also 
replace the lift at 

Bedesmans 
House. Our 

Maintenance 
Manager Angela Price 

said, “This information has 
been invaluable in helping us plan 

to maintain our properties to the 

highest standard both now and in 
the future.” 

In late 2017 BCHA commissioned a 
stock condition survey which looked 

at all of our properties to help us plan 
future maintenance work. The survey 
results were very positive 
and showed that our 

properties were very 
well maintained and 
they identified the 
maintenance we 

need to do in your 
home over the next 
ten years. We will 

be investing £2 
million in our 
properties as a result 
of the survey to keep our 

properties in tip-top 
condition. We have started the works 
already and have also set a budget to 

continue the plan in 2018/19.  Some 
examples of the work we will be doing 

 

STOCK CONDITION  

Investing 
£2 million 

in our    
properties  



 

FIVE STARS 

FOR BCHA 

A recent surprise inspection of 

the kitchen at Bedford Charter 

House by Bedford Borough 

Council resulted in BCHA 

being rewarded a 5 star rating.   

This is the highest possible 

score and reflects the high 

standard of our catering team. 

BCHA  

In December 2017 it was a 

milestone birthday for one of 

Bedford’s oldest residents when 

Joan Johnson of Oak Way House 

A VERY SPECIAL BIRTHDAY 
celebrated her 100th birthday.  

Joan was born in Bedford and won a 

scholarship to Dame Alice Harpur 

School. She worked in a local land 

agents office before 

marrying her husband 

Keith in 1937 and having 

three children Patricia, 

Michael and Peter. 

“We were delighted to be 

able to host a party for 

Joan on this momentous 

occasion”, said Marie 

Taylor, “Joan is a 

wonderful and popular 

lady who still very much 

enjoys life.  We are 

delighted to have her 

with us at Oak Way 

House.” 



 

 

 

B+ FOR BCHA 

Bedford Borough Council 

have reviewed the support 

services provided at 

Maydenbury & Bedesmans 

House, which receive fund-

ing from Supporting Peo-

ple. Bedford Borough 

Council said BCHA had 

“highly motivated & proac-

tive scheme managers”.  

Following the contract re-

view BCHA was awarded a 

B+. This demonstrates our 

commitment to delivering 

quality support to tenants & 

maintaining independence. 

EYES DOWN FOR MP VISIT 

Residents of Bedfordshire Charter House 

enjoyed welcoming Mohammed Yasin MP. 

He was introduced to resi-

dents at both Charter 

House and Oak Way en-

joying a cup of tea and a 

chat and even acting as 

the bingo caller during one 

of the morning’s activity 

sessions. 

“We really enjoyed having 

our local MP to visit us”, 

said Marie Taylor. “Our 

residents enjoyed being 

able to meet him in person 

and have the opportunity 

to talk to him about his 

work in the town.” 

BLOOMING MARVELOUS  

Gloria Gibbs of Maydenbury House created 

two magnificent displays as part of Candle-
mas Flower Festival held in St. Paul’s 
Church Bedford.  Peggie Parsons, BCHA 
Board Member said “It was so good that 

Gloria was able to represent BCHA at the 
flower festival. Her displays were beautiful 
and admired by many people.” 



 

TENANT SURVEY 

BCHA carry out an annual 

satisfaction survey of all of its 

tenants. The survey is based on the 

STAR (Survey of Tenants and 

Residents) which is the Housemark 

framework for periodic surveys of 

customer perception. This survey is 

WHAT’S NEXT 
Tenants were asked to identify themselves if they 
reported repairs via the survey and wanted an 

individual response.   These are being addressed by 
our Maintenance Manager Angela Price.    

We are however aware that we are currently still in the 
12 month defects period for Oak Way House and 
therefore some items may have taken longer than 

residents would have liked to resolve.  Dalton Homes 
have been back to undertake the making good of any 
outstanding defects. As some tenants who were 
dissatisfied did not identify themselves we are asking 

This year BCHA 

also ran a prize 

draw for all 

tenants who 

completed the 

survey.  We are 

pleased to 

announce the 

winner is Mrs 

Dawn Griffin of 

Rays Close.  

used by a number of Housing Associations and by using the same set of 

questions we are able to benchmark our performance against other 

similar sized organisations. 

residents who still feel there are outstanding maintenance issues at their 
home to contact us. If you have any outstanding issues please tell us. 

The results from the survey will also help inform BCHA’s future strategy.   

Name: Address: 

Feedback: 

  

 

 

 



 of tenants were 
either very satisfied 
or satisfied with the 

services provided by 
BCHA.   

98% 

of tenants were 

either very satisfied 

or satisfied with the 

overall quality of 

their homes.  

97% 

of tenants were 
either very satisfied 
or satisfied that their 
rent provides value 

for money. 

98% 

KEY RESULTS 



Citizens News puts the spotlight on the heroes of BCHA, Scheme 

Managers Katherine, Mandy and Sue. Here we 

asked them about their 

THE HEROES OF BCHA 

Katherine  Mandy Sue 



TELL US ABOUT YOUR JOB! 

WHAT DID YOU DO BEFORE WORKING AT  BCHA? 

Katherine No two days are the same, there are lots of challenges and 

fun supporting older people.   

Mandy I have worked for BCHA for 14 years, I get great job satisfac-

tion knowing that I can help people to stay independent.  

Sue I provide support to residents and help them to maintain wellbeing 

– this sometimes involves getting help from outsides agencies, visiting 

residents daily and working with families to help maintain independence 

is really important. 

Katherine I supported people with learning difficulties – another job 

which involves interacting and supporting people. 

Mandy Before working at BCHA I did a similar job at Aragon Housing 

Association. 

Sue I worked for the Harpur Trust before transferring to BCHA. Before 

doing that I worked for Abbeyfields as a house manager supporting old-

er people – so I have had a lot of similar roles – although these days 

the support is often much greater. Now there is a lot of work organising 

care packages for people.  

WHAT IS THE BEST PART OF YOUR JOB? 

Katherine Working with people I enjoy seeing residents every day, 

and the variety of conversation and queries is always interesting.  

Mandy Knowing that residents are happy – it’s a great feeling! 

Sue I like the people I work with and the people that I support. Being 

closely involved with tenants and seeing them get the support they 

need to give them back some independence gives me great job satis-

faction. 



THE HEROES OF BCHA 

WHAT’S THE WORST PART OF YOUR JOB? 

Katherine Not getting repairs done instantly, am impossible wish but it 

would make a big difference to tenants! 

Mandy When residents aren’t feeling themselves, and doing the pa-

perwork!  

Sue Its hard to see people moving on but it’s often so they can get the 

right support to maintain quality of life. 

WHAT WOULD YOU CHANGE ABOUT HOUSING 

FOR OLDER PEOPLE? 

Katherine I would like to see a wider community spirt and more en-

gagement amongst older residents – great friendships can develop in 

later life if only people build bridges. 

Mandy To be able to offer more – with limited funding it’s not possible 

but it would good to be able to give more support. 

Sue It’s great to see that we recognise individual needs and can tailor 

services to meet these needs but this is sometimes limited by lack of 

funding so I’d like to see that change so we can support people the way 

they want to be supported. 



Helen Turney, Housing Manager said “I 

have a really great team of dedicated 

Scheme Managers who work really hard to 

support BCHA’s residents. The recent 

Supporting People review highlighted just 

how good they are.” 

IF YOU COULD BE PRIME MINISTER FOR THE DAY, 

WHAT WOULD YOU DO? 

Katherine Invest more in the NHS so we could return to really looking 

after people and nurse them back to full health. I would also ban 

hospitals from charging for car parks. 

Mandy I would allocate more resources to looking after older people.  

Sue Not a job I’d like to take on but if there was one change I could 

make I’d stop the cuts to services.  

WHAT’S THE MOST PRIVATE THING YOU’RE WILLING 

TO ADMIT TO THE READERS OF CITIZENS’S NEWS? 

Katherine I have a secret crush on Piers Bronson.  

Mandy Most people know that I live on a boat but they might be sur-

prised how much I like being on the water. This year ’s holiday was a 

cruise. 

Sue I like to watch reality TV my favourite being the ‘Housewives’ 

series.  



If you live in a block 
with shared communal 

areas such as landings, 
stairwells and 

walkways, you must 
make sure they are 

kept clear of personal 
possessions and other 

items.  

removal we will dispose of the 
items. 

COMMUNAL AREAS 

THINGS YOU SHOULD NEVER 
KEEP IN COMMUNAL AREAS 

In buildings where there are shared 
communal areas used by other 
residents, you must make sure that 
you keep all corridors landings 
stairwells and exits clear of clutter 
and rubbish. It is important that you 
don’t block shared areas, exits and 
entrances or leave rubbish there.  

 Leaving clutter in the communal 
areas can: 

 get in the way of emergency 
escape routes 

 block fire doors 

 create slipping or tripping 
hazards 

 give off toxic fumes and smoke if 
there was a fire. 

It can also make the block look 
untidy and messy when there are 
too many items left in communal 
areas.  

If we find any items or clutter in 
communal areas, we will ask the 
resident to remove it straight away. 
If they don’t, we will remove any 
items, and may pass on the costs 
of moving and storing the items, 
before they are returned. If they are 
not claimed within 28 days of 

YOUR RESPONSIBILITY 

Mobility Scooters  

Scooters must not be kept in 
communal areas because they can: 

 get in the way and stop you and 
others from getting out of the block 
quickly in an emergency 

 block fire doors 

 give off toxic fumes and smoke if 
there was a fire 

 be the cause of a fire by 
overheating whilst charging. 

You must keep your mobility 
scooter/electric wheelchair in your 
home or, if you have one, your 
storage shed. 

Bikes 

Bikes can get in the way, or topple 
over and hurt someone. If you chain 
your bike to stair rails it can be 
particularly dangerous, as it can get 
in the way during an emergency 
and stop other residents from being 
able to hold onto the hand rail.  

 If you have a storage space you 



Flowers and plants  

Flowers and plants can improve the 
space outside your home, but they 
can get in the way. Plastic pots and 
flowers could also be dangerous if 
there was a fire, particularly in an 
enclosed space. 

 However if you have a flowerpot 
outside your door that: 

 is stable 

 does not get in the way of people 
moving around in the communal 
area, including people with walking 
aids 

 is kept neatly against the wall 

is not surrounded by water and other 

debris we will not ask you to remove 

it. 

 Doormats 

Doormats can be a tripping hazard if 
they slide around, and are not flat to 
the floor. You can place a doormat 
outside your door, as long as it is 
rubber backed and does not exceed 

Some of our properties have 

balconies or open walk ways. Fire 

safety is important in open areas 

as fire could spread up the outside 

of a building. For this reason we 

need you to follow these rules for 

balconies and walkways: 

Do not use BBQ’s on your 

balcony  

BBQ’s are a fire risk and falling 

embers could set fire to balconies 

below you. 

Do not smoke on your balcony. 

Falling embers or discarded 

cigarettes could be blown back into 

the balcony below causing a fire, 

which could spread upwards. 

Do not store flammable 

materials and clutter. 

If a fire were to break out, clutter 

on your balcony will put your flat at 

greater risk of fire and if a fire were 

to break out, balcony will put your 

flat at greater risk of IT spreading. 

Open areas at higher levels also 

experience higher wind speeds – 

for this reason you must ensure 

that items on balconies are secure 

and cannot be blown off by high 

winds. You must also ensure that 

items cannot fall from balconies or 

walkways onto people below.  

BALCONYS & WALKWAYS 

THINGS YOU CAN KEEP IN 
COMMUNAL AREAS WITH 
CARE 

should use it to store your bike.  

Rubbish 

You must not leave any rubbish or 
waste outside your door, even if it is 
securely sealed and bagged up. 
Keep all rubbish inside your home 
until you are ready to take it to the 
bin area.  

If you have any large or bulky items 
of household waste, you can apply 
for a bulky waste collection with 
Bedford Borough Council. 

length: 50cm x width: 75 cm x 
depth: 5mm 

https://www.newham.gov.uk/Pages/Services/Bulky-household-waste-collections.aspx


It was knitting needles at the ready when a local Knit and Natter group 

spent the morning at Hobbycraft in Bedford. 

The ladies, usually based at Oak Way House, Bedford Charter 

Housing Association on Kimbolton Road, showed off their skills and 

wares to staff and customers.  Some of the work included superb 

Christmas decorations and other seasonal creations. 

 

Manager of Hobby Craft Dean Blunt was delighted to 

welcome the group to the shop.  “It was great to have 

this lively group of ladies with us.  We are pleased to 

have donated materials to the group and to see 

them put to such good use.  We hope that they 

will come and see us again in the future.” 

Some of the knitted and crocheted clothes 

and toys are made to sell in aid of the 

Butterfly Unit at the Cygnet Wing, 

Bedford Hospital. 

Marie Taylor, Chief Executive of 
Bedford Charter Housing 

Association said: “A big thank 
you to Hobbycraft for hosting 

KNIT & NATTER 

ENJOYING A GOOD YARN 



Name: 

Address: 

Feedback: 

 

 

 

 

 

 

 

 

YOU SAID WE DID 

BCHA have a real commitment to 

constantly improving our services 

and taking on feedback from 

residents and tenants.  Each year 

we consult with residents and 

tenants through a number of 

meetings, consultations and an 

annual survey.   

A few of the recent changes are:  

 The addition of climbing plants in the garden of BCH following a resi-

dents suggestion. 

 Following feedback from a tenant about unauthorised use of the car-

parks at Conduit Road and Chaucer Road we have served notices 

and the registered owners subsequently moved these vehicles. 

 The planting of shrubs at Bedesmans House has been completed fol-

lowing a suggestion from a tenant.  

 After feedback from a tenant at Oak Way House we have adjusted the 

lift doors to stay open longer making it easier for Tenants to use the 

lift.  

If you have an idea that you would like to tell us about please complete 
the form below.  
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