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Welcome
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bpha has been celebrating its 25th Anniversary since June 
this year with a programme of volunteering.  Every one 
of its 350 employees has committed at least one day to 
‘putting something back’ into the community we serve.  

Demonstrating our continued commitment to the people and communities 
we serve is an obvious reason for doing this but our second motivation was to 
ensure that even our office based employees get to meet and work with our 
‘customers’. It is only through ‘keeping in touch’ that we will be able to deliver 
the quality of services, new homes and community support that we aspire to.
     Our Customer Service strategy is headlined:

“Keeping our tenants at the heart of 
  everything we do”
     In short, in this edition we have set out to reflect the many dimensions of 
our work and the lives of our customers.  
     Re-establishing the community ‘Walk About’ has been welcomed by local 
Councillors as well as our customers and their neighbours. Explaining how 
we are striving to continually provide value for money despite an increasingly 
demanding financial environment. And considering careers and communities 
gives us an opportunity to reflect on the day to day opportunities and 
challenges you face. 
      One thing I can be sure of is that having had 235 of our employees out 
working in the community over the last 5 months, we are a little closer to our 
customers’ lives and that can only be good for the way we work in the future.

I wish you and your families a happy festive season.
Best wishes

Kevin Bolt, CEO

Take TALK with you 
wherever you go...

What’s new?
Budding young 
writers  

#proudtenant Join us and be

 Your Community 4
> Walkabout Talkabout

Service Improvements  6
> Look, listen and learn

Value for Money 8
> Spending money wisely

Building Better Communities  10
> Our journey began here...
> Your journey begins here...

News 12
> Together with you for 25 years

Developing Careers 14
> Meet our new apprentice

Building New Communities     15
> Supporting rural communities

Your Home 17
> The right people in the right homes
> Test your heating before winter hits
> Getting cover for your belongings
> Keeping your home fire safe

Your Community 20
> Christmas opening 2015
> Seasonal safety advice

Local children painting a mural at Blackburn 
Close play area, Shortstown. Pictured with 
Kim Burrows, Community Development 
Officer and Leslie Clarke, Regional 
Development Director from bpha

“The children thoroughly enjoyed 
doing something out of the 
ordinary and creating something 
they can be truly proud of.” 
Hannah Machin, Art Teacher, 
Shortstown Primary School

For alternative formats 
or for help in other 
languages, please call 
0330 100 0272

As part of our anniversary 
celebrations, we’re looking 
for young people aged 5-14 
to tell us a story about 
“When I’m 25!”

In support of national #HousingDay on 
18 November 2015, bpha residents and 
employees shared their stories about why 
they are proud to live and work in their 
communities. Lots of you got involved on 
social media and by taking a #HousingDay selfie in our 
Customer Service Centre. At up to 3000 tweets per hour, 
#HousingDay 2015 travelled as fast as a comet!

We’re looking for residents to join our Service 
Improvement Panel, working in partnership with 
us to actively help make our services even better. 
You will receive training and learning opportunities 
and an allowance of up to £1,000 per year. See page 17

There are some fabulous prizes to be 
won, including Amazon Kindles and 
vouchers. 

The closing date is 31 December 
2015 and winners will be notified 
by 22 January 2016. For details on 
how to enter visit www.bpha.org.
uk/bpha-is-25-years-old

Talk to us:
Tel: 0330 100 0272
Fax: 01234 221229
info@bpha.org.uk
www.bpha.org.uk
www.facebook.com/bpha.uk
Opening hours:
Mon-Fri 8am-6pm
Sat 9am-1pm

Visit us:
bpha Limited
Customer Service Centre
St. Paul’s Square
Bedford
MK40 1SJ
Opening hours:
Mon-Thurs 9am-5pm
Fri 9am-4.30pm

Write to us:
bpha Limited
Head Office
Bedford Heights
Manton Lane
Bedford
MK41 7BJ

How to get in touch

bpha.org.uk @tweet_bpha facebookcom/bpha.uk
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Walkabout 
Talkabout

YOUR COMMUNITY  YOUR COMMUNITY

We really value your views and involvement in 
developing plans to help make your communities 
better places to live. Our housing and 
community development officers arrange regular 
neighbourhood walkabouts with residents and 
other agencies to identify things that work well 
and issues that are causing particular concern to 
local people. 

“Walkabout Talkabouts are 
a really useful way for us 
to hear from our residents 
about what is frustrating 
them and what we can do 
to help, and equally about 
the things that are working 
well – and occasionally we 
find out or see something 
that we wouldn’t otherwise 
know about.”
Tricia Broomfield, bpha Housing Officer

Tricia went on to tell us about a 
recent Walkabout in Brookside, Great 
Barford where one housebound 
resident contacted the team to say 
that while he wasn’t able to join the 
Walkabout, he was keen for us to take 
a look at his garden of which he was 
very proud.
     Tricia said, “this prompted us to 
take a look around and we found lots 
of lovely gardens in the area. The 
gardens were beautifully kept and 
neighbours were working together to 
help each other. Another resident told 
us how a green fingered neighbour 
helped her out on a regular basis as 
she wasn’t able to do it herself.”

As a result of Walkabouts, we found a number of gardens
to enter into our 25th Anniversary ‘Best Kept Garden
Competition’. We decided to give a ‘Good Neighbour 
and Garden’ special award to David and Ann Robinson for 
their selfless and kind-hearted acts of good work to help 
their neighbours.

LOOK OUT FOR US IN YOUR AREA!
Everyone is welcome to join in. Together with other local 
agencies, such as the local police and councillors, we check 
for abandoned vehicles, fly tipping, graffiti, landscaping and 
the general condition of communal areas.

We will write to you with further details of your next 
Walkabout – we hope you will be able to join us. 

Date Your community
3 December 2015 Loves Farm (St Neots) & Papworth (Cambridge)
8 December 2015 Aura, Arbury & Long Road (Cambridge)
12 December 2015 Queens Park (Bedford)
16 December 2015 Novo (Cambridge) Cardington Road, Harrowden 

Road, Lovell Road (Bedford)
17 December 2015 Dumble Close (Corby)
23 December 2015 Lovell Road (Bedford)
7 January 2016 Top Birches (St Neots) 

Alice Bell Close (Cambridge) 
Emerson Valley & Oakridge Park (Milton Keynes) 
Mile Road & Ampthill Road (Bedford)

11 January 2016 Abode development (Cambridge)
13 January 2016 Monkston Park (Milton Keynes)
14 January 2016 Emerson Valley (Milton Keynes) 

Bedford Town Centre
18 January 2016 Novo development (Cambridge)
21 January 2016 Trumpington Meadows (Cambridge)
25 January 2016 Trumpington Meadows (Cambridge)
27 January 2016 Woodside area (Bedford)
27 January 2016 VIE development (Cambridge)
1 February 2016 Trumpington Meadows (Cambridge)

Oakridge Park, Milton Keynes 

Jenny Drury, private home owner and 

Steve Parsons, bpha Housing Officer
Shortstown, Bedford 
Sherlon Burnett, bpha resident and 
Dominic Horn, bpha Housing Officer

Queens Park, Bedford 
Gary Burchmore, Bedford Borough Council/bpha Street Ranger; 
Kim Burrows, bpha Community Development Officer; Margaret 
Paul, bpha resident and Lucy Statham, bpha Housing Officer 
(left to right)

Oakridge Park, Milton Keynes 
(back row) Linda Whitfield, bpha Community Developement Officer; Steve Parsons, 
bpha Housing Officer; Tom O’Callaghan, Oakridge Park Residents Association
(front row) Kevin Wilson, Milton Keynes Council Waste Services; Jenny Drury, 
private resident; Bob Lark, Oakridge Park Parish Council

David & Ann Robinson with Julie Wittich, 
bpha Director of Service Delivery (left to right)
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Look, listen 
and learn

SERVICE IMPROVEMENTS SERVICE IMPROVEMENTS

We are committed to delivering an 
excellent service to our customers and 
are always striving to improve and 
make things better. To do this, we use 
information from a number of sources, 
including independent benchmarking, 
performance reports, customer 
feedback, management accounts and 
internal audits. This ensures that our 
residents are given a wide range of 
opportunities to influence and be 
involved and that we fulfil our duties 
of providing quality services and 
homes.

CUSTOMERS DRIVE 
SERVICE IMPROVEMENTS

STAR (Survey of Tenants and 
Residents) is the most important 
survey we do and a crucial way of 
gathering your opinion.
     It is the nationally recognised 
satisfaction survey for all 
housing organisations. You can 
find out more about STAR on 

SUCCESSFUL 
ACCREDITATIONS

The Homes and Communities Agency 
(HCA), which regulates the social 
housing sector, carries out frequent 
inspections to ensure that we are well 
governed by an effective Board of 
Management and that the business is 
financially sound.
     Our regulatory annual health 
checks and assessments for 2015 
have been very good. We were 
awarded the highest ratings for both 
viability and governance earlier this 
year by the HCA. 
     We retained our very strong AA- 
credit rating for our strong financial 
stability and operating performance.
     We have also continued to retain 
ISO 9001:2008 certification with the 
British Assessment Bureau (BAB) since 
2008 for our Quality Management 
System.
     This internationally recognised 
standard checks the suitability and 
effectiveness of our facilities, people, 
training, services and equipment 
every year. It ensures that our 
products and services consistently 
meet customers’ requirements and 
that quality is consistently improved. 

the Housemark website: www.
housemarkbusinessintelligence.co.uk.
     More than 1,400 of our tenants 
completed the most recent STAR 
survey in 2014-15.
     The result shows that satisfaction 
with General Needs Housing had 
increased by 5% to 82% and Housing 

for Older People satisfaction had 
increased by 8% to 93%.
     The survey has already resulted 
in improvements to the way we 
book non-emergency repairs and 
offer appointment times that are 
convenient to you.
     We also work in partnership with 
our Service Improvement Panel, a 
group of residents known as SIP. 
     They review the services we 
provide and tell us how well 
we are doing and help us make 
improvements. 
     For example, their recent 
review on Planned Maintenance 
recommended changes to the 
standards we require from our 
contractors, the information we 
provide and the way we communicate 
with our tenants.
     Are you interested in joining SIP? 
We are currently looking for new 
members, please see page 16 for 
more details.

At bpha, achieving value for money 
is a central part of ensuring we meet 
customers’ expectations and our 
business objectives.
     The Board has concluded 
that bpha has been successful 
in delivering value for money in 
2014/15, having improved customer 
satisfaction, maintained tight cost 
operational control, delivered new 
homes and secured new funding at 
lower cost.
     In 2014/15, we built 558 new 
homes at a gross cost of £47.8m, 
of which £8.5m was supported by 
grants, continuing our successful 
historic track record in delivering new 

homes. 
     We also invested more than 
£22m in improving existing homes, 
to help drive future improvement 
in customer satisfaction levels and 
ensure our stock continues to meet 
the government’s Decent Homes 
Standard. 
     You can read 
more about how 
we achieved 
value for 
money for 
2014/15 on 
page 8.
     We are proud 
to have achieved ‘One To 
Watch’ Best Companies status for 
employee engagement. And we’ve 
just heard that we have improved this 
year to ‘One Star’.

A SUCCESSFUL YEAR IN 
DELIVERING VALUE FOR 
MONEY

L-R: Alison Taylor, Sylvia Peacock, & Usha Abid

558
New homes

Gross cost of £47.8m

Existing
customer rent

does not subsidise
the development
of new homes

This illustration shows how we invested every £1 of our income. 
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Spending 
money wisely

VALUE FOR MONEY VALUE FOR MONEY

At bpha, we believe that delivering value for money is about what you achieve for the 
amount of money you spend. This means spending money wisely to deliver excellent 
customer service and make a positive contribution within the communities we serve. 
Set out below are examples from our annual statement for 2014/15.

Read our full Value for Money statement 2015/15 online at www.bpha.org.uk/vfm2015

WHAT VALUE FOR MONEY MEANS FOR BPHA
 
Ensuring the right balance between quality and cost delivers value for money.

INVESTING IN HOME IMPROVEMENTS
 
We invested over £22m in improving existing homes.

We are pleased that the overall trend 
in customer satisfaction continues to 
improve. Our 2014/15 tenant survey 
showed that satisfaction with General 
Needs Housing had increased by 
5% and Older People Housing 
satisfaction by 8%. We have put plans 
in place to improve shared ownership 
satisfaction which fell by 4%.

In 2014, we set ourselves an efficiency target of £1.6m and exceeded 
this by £1.2m. We achieved this by the refinancing and restructuring 
of loans, additional commercial income generated through housing 
development, purchasing efficiency savings and a number of other 
areas.

Together with our communities, we managed 
a total of 2,700 hours volunteering on a range 
of projects from gardening services to ‘Silver 
Surfer’ and ‘Fit at Sixty’.

We are committed to driving 
up overall customer 
service performance. 

* Measured using SAP
(Standard Assessment Procedure)

The value of the volunteer hours 
provided is £42,500*

*Volunteering England methodology

A focus on how we buy things has delivered a number of 
efficiencies and savings. For example:

We continued to invest in and improve the energy 
efficiency of our homes. Our energy efficiency 
programmes continue to to deliver value for money 
benefits year on year.

We invested in home improvements including replacement 
of solid fuel heating, replacement windows and installation 
of efficient low energy modern lighting. We also offered a 
money advice service that helped to reduce rent arrears 
and support those with financial  problems.

IMPROVING CUSTOMER SATISFACTION
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Our journey
began here…

BUILDING BETTER COMMUNITIES BUILDING BETTER COMMUNITIES

bpha has certainly come a long way since it was founded in 1990 
and purchased housing from North Bedfordshire Borough Council. 
From just 7,378 homes for rent in predominately the Bedford 
area, we now own and manage around 18,000 homes across 
Bedfordshire, Buckinghamshire, Cambridgeshire, Gloucestershire, 
Northamptonshire, Oxfordshire, Peterborough and Wiltshire.

Bedfordshire Pilgrims
Housing Association
opens its doors with

7,300 properties

1990

1992
bpha introduces

Shared Ownership
scheme 

1994 bpha is the first housing
association to gain 

ISO 9001 quality
management

accreditation for all
services

1997/1998
bpha funds housing

for keyworkers in
Milton Keynes

• bpha launches employment
support scheme 

• bpha launches Keyhomes East

2003/2004

First Cambridge
housing scheme

2007
bpha wins Cambridge

Challenge, a competition
to build 3,300 affordable
homes in Cambridgeshire

2005

Your journey 
begins here…
Our journey has taken us from being a provider of affordable rented 
accommodation, to offering a wide range of exciting and affordable home 
ownership options that can give you that stepping stone from renting to buying.

What’s on offer?
SHARED OWNERSHIP  

Outright purchase may not be an 
option for you – but wouldn’t it be 
great if you could gradually buy a 
home in manageable stages? Well 
you can do just that with Shared 
Ownership.
     You can buy an initial share in 
a brand new home that you can 
afford (between 25% - 75% of the 
full purchase price), helping you into 
home ownership in manageable 
stages. You pay a subsidised rent 
on the remaining share and the 
combined monthly cost of mortgage 
and rent will normally be less than 
if you were purchasing the property 
outright.
     We also offer pre-owned Shared 
Ownership homes for sale.

INTERMEDIATE RENT  

If you’re not quite ready to look at 
buying yet as you don’t have enough 
savings for a deposit, why not 
consider Intermediate Rent?
     Homes are available to rent for 
around 20% less than the typical 
open market rent, giving you the 
opportunity to save money for a 
future deposit. You don’t have to 
worry about security as you’ll be 
offered an Assured Shorthold Tenancy 
with an initial commitment of six 
months.

EQUITY LOAN  

Have you passed by a building site and 
seen the home of your dreams? 
     It may not have to be a dream after 
all, as the majority of developers across 
the country are registered as Help to 
Buy Equity Loan providers. 
     With this product, the home will be 
all yours. The government will lend you 
up to 20% of the cost of the new-build 
home and you’ll only need a 5% cash 
deposit and 75% mortgage to make up 
the rest. 
     The 20% loan is interest free for five 
years and you are likely to get much 
cheaper rates on a 75% mortgage – so 
you may be able to afford a higher 
value property than you thought was 
possible! 

For more details visit 
www.helptobuyese.org.uk

2001

First women’s
refuge opens

2011/2012 New Customer
Contact Centre goes live

Appointed as Help to
Buy Agent for the

East and South East
of England

2014

2015
New Customer

Service Centre opens

For more details visit www.bphaoptions.org.uk

bpha is also the Help to Buy 
Agent appointed by the Homes & 
Communities Agency as a one stop shop 
and point of contact for people looking 

for affordable homes in the East and 
South East of England. The Equity Loan 
scheme is just one of the products Help 
to Buy has to offer.



Together with 
you for 25 years
“We are proud of how we, as an 
organisation, can ‘make a real 
difference’. Throughout the 
year, all employees are getting 
involved and giving something back 
to the communities that 
we serve.”  
Kevin Bolt, CEO bpha

If you are looking to try something new and 
would like to give something back to your 
community – you might want to consider 
joining our team of volunteers. We’ve got lots 
of exciting opportunities, if you have the time 
and enthusiasm! Here are just some of the 
things you could help to support…
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To celebrate our 25th anniversary 
this year, we launched a series 
of very special community 
volunteering projects.

SILVER SURFERS  

Are you a computer 
whizz? 
You could help us teach 
IT skills to the over 50s.

FIT @ SIXTY   

Are you fit and active? 
You could support us 
in providing games and 
activities for our elderly 
residents. 

GARDENING SERVICES   

Are you green fingered? 
You could help us give basic 
gardening services to our 
residents who struggle to 
maintain their 
gardens. 

Colling being the first Chairman of 
bpha, from 1989 to 2004.
     Many more volunteer activities 
are coming up, including communal 
planting, painting, games and 
entertainment for our older residents 
and leisure and fitness activities for 
young people.

BACK TO 
THE FUTURE
On 8 September 2015, we 
buried a Time Capsule at our 
Retirement Living scheme, 
Gordon Colling House in 
Bedford. 

Employees who have been with 
bpha since it was founded in 1990, 
together with residents and their 
families, marked the occasion by 
burying the time capsule filled 
with memorabilia and messages 
inside a specially designed sundial in 
the garden. 
     Appropriately, the theme of ‘time’ 
was reflected with three generations 
of one family in attendance to enjoy 
the celebrations! The location was of 
particular significance, with Gordon 

NEWS NEWS

INTERESTED IN BEING 
A bpha VOLUNTEER? 

25 years of making
a real difference

ROLLING UP 
OUR SLEEVES
Our first garden 
clearance project
took place at 
Chester Road in 
Bedford. A great 
team of volunteers 
rolled up their 
sleeves and got 
stuck in. This 
project helps our 
most vulnerable 
residents who are 
unable to clear or 
maintain their own 
gardens, which 
forms part of their Tenancy Agreement. 
     The green fingered team included three regular 
garden volunteers and four bpha employees. 
Community Rangers from Bedford Borough Council 
and bpha contractor Ian Williams also mucked in.

“It was nice to feel that I was doing some-
thing for the community. It was lovely that 
the local kids wanted to take part too.”
Julianne Hill, PA to Director of Development & Sales

“It has been a great encouragement 
to everyone at Bedford Foodbank that 
so many of the staff at bpha have got 

involved. This level of support enables us 
to continue to provide much needed help 
for those in the community who are really 

having a difficult time at present.”
Bedford Foodbank

talk

During our 25th anniversary year bpha is 
offering to sponsor 25 Community Projects 
with £250 per project. If you have a project 
that will benefit your community and need 
help with funding please contact Linda 
Whitfied on 0330 100 0272.

bpha employees are taking part 
in events and activities from litter 
picks to working with local schools. 
We have also launched our first 
Apprenticeship Scheme, which you 
can read more about on page 14.

Clare Andrews, Marketing Officer; Christine 

Steele, Development Manager and Claire 

Smith, Sales & Lettings Officer from bpha and 

Jane Grant and Jon Dixon from Ian Williams
Katie Beg, bpha Housing Officer with two little helpers

Kevin Bolt, Chief Executive; Gina Thompson, Assistant Retirement Services Manager; Ray Armstrong, Surveyor; Lynne Taylor, Assistant Retirement Services Manager; Elaine Hey, Property Asset & Charging Officer; Lyn Johnson, Visiting Support Officer and Loretta Faulkner, Lean Project Manager (left to right)

Kate Edwards, 
bpha Communications Executive

Let’s hear more about 
some of the projects.

CLEANING UP THE 
NEIGHBOURHOOD! 
Our first ‘litter pick’ took place in August in the   
                              Goldington area of Bedford. 
     We were really pleased to 
     see some local children 
     come along to lend a hand.  
                       We are currently 
     planning litter picks in the 
     Queen’s Park, Shortstown 
     and Kempston areas of 
     Bedford.
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Tell us a bit about yourself.
Michelle: I’ve come from a background in Retail so 
working in the housing sector is very new to me!

What apprenticeship are you doing?
Michelle: I’m an apprentice in bpha’s Customer Contact 
Centre. I’ve got a number of years of customer service 
experience behind me so this feels like the next step to 
take in my career.

What have you most enjoyed most so far?
Michelle: Everything! It has been really interesting to learn 
about what the different teams do and the challenges they 
face. It’s information overload, but in a good way!

What’s been your biggest learning curve so far?
Michelle: As a tenant, I started the apprenticeship with my 
own perceptions of how the organisation works. Now that 
I understand what the different teams do and the policies 
and procedures they follow, I see things differently.

Meet our new 
apprentice!

DEVELOPING CAREERS BUILDING NEW COMMUNITIES

In September, we launched our first Apprenticeship Scheme. The scheme has given a bpha 
resident the opportunity to develop a career in Housing and study for a Chartered Institute 
of Housing qualification and City and Guilds NVQ.

We are delighted to welcome our new apprentice, Michelle Wingrove. She has taken some time out of her busy 
schedule to have a chat with our reporter, Kate, about her role.

If you grew up in a village, you 
may want to stay there and be 
close to your friends and family 
– but it is not always that easy. 

Supporting rural communities is very 
important to us. Historically, house 
prices are high in rural areas, with 
buyers paying on average around 
£50,000 more than in urban areas. 
This continuing trend has seen more 
people living in rural areas pushed 
out, as the prices of family homes 
soar.
     In June 2015, we celebrated the 
completion of 15 new affordable 
homes in the South Cambridgeshire 
village of Orwell, which has provided 
seven houses available to purchase 
under a shared ownership scheme 
and eight available to rent. The 
properties have been allocated 
with priority given to people from 
the local rural community. 

For more information on 
these properties, 
please go to 
www.bphaoptions.org.uk

 
bpha Options to Buy has helped 
thousands of people buy a place 
of their own, offering a range of 
affordable options.

We provide many affordable housing 
schemes in rural areas across 
Bedfordshire, Cambridgeshire and 
Northamptonshire and continually 
seek new development opportunities. 

We are currently taking reservations 
for new shared ownership homes in 
the Oxfordshire villages of Woodcote, 
Sutton Courtenay and Steventon. 

“We are delighted to be able to provide 
local people with the opportunity to 
stay within their communities and close 
to their families. If rural communities 
and their local businesses and services 
are going to survive, we must continue 
building affordable homes.”
Christine Steele, bpha Development Manager

Supporting rural 
communities

The Christmas period can be an expensive time of year. More 
bpha tenants fall into rent arrears over the Christmas months 
than at other times of the year; this can lead to repossession 
action being taken. Make sure that you protect what is most 
important to you and your family by paying your rent. 
     If you are struggling, our specialist money advice service 
may be able to offer you practical budgeting advice, ensuring 
you’re getting the help you need to pay your rent and other 
important bills.

     If you are struggling with loans or credit cards we can 
help negotiate with your creditors to make payments more 
manageable. 
     We can also check that your benefit entitlements and tax 
codes are correct. You can find out more about the different 
ways we can help on our website at www.bpha.org.uk/help-
and-advice/money-advice

Help and Advice
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The right people 
in the right homes

Make our services 
even better

#bphappy

Join the bpha Service Improvement Panel and you’ll help us 
make our Housing Association services even better – and 
gain some great new skills and a little extra income too.
 
If you’re a bpha resident or local talented professional, 
we’d be really happy for you to join our team.

Visit www.bpha.org.uk/bphappy  
or call 01234 221327 to find out more.

When somebody obtains a home through 
providing false information or rents it out 
without permission, they are committing 
tenancy fraud.
As part of our commitment to tackle 
this growing issue, we are working 
with Bedford Borough Council Fraud 
Investigations Service to identify 
potential cases of tenancy fraud. 
     The good news is that by sharing 
information and skills with the 
Borough Council, 26 cases are 
currently being investigated. Four 
properties have already been 
recovered and a further three 
properties have been served a Notice 
to Quit.
     However, we also need your help 
to identify those who are preventing 
us from housing the right people in 
the right homes. If you believe that 
someone is committing tenancy 
fraud, you can speak to your Housing 
Officer in complete confidence by 
calling 0330 100 0272.

Across the UK, it is estimated that 50,000 housing 
association and council homes are occupied by 
someone who shouldn’t live there, or who may 
have obtained the tenancy fraudulently. 
The three types of fraud are: 
• Being dishonest when applying for a property
• Unlawful sub-letting (renting out part or whole 
   property without permission)
• Living in a property after someone has died 
   (also known as wrongly claimed succession)

As winter approaches, you will want 
to make sure your home is warm and 
comfortable so it’s a good idea to test 
your heating before bad weather sets in. 

Step 1: Turn your heating on and get 
your radiators hot
Then wait until your radiators are fully 
heated.

Step 2: Find out which radiators need 
bleeding
Check to see if all parts of the radiator 
are warming up. Cool spots mean that 
there could be air or gas trapped and 
therefore you’ll need to bleed the 
radiator.

Step 3: Bleed the radiators
Make sure your central heating is 
switched off. Use a radiator key, or 
with more modern radiators you can 
use a flat-blade screwdriver. At the 
top of the radiator at one end there 
will be a valve. Attach the key to the 
square bit in the centre or put the end 
of the screwdriver into the groove. 
Have a cloth ready to catch any drips, 
and then slowly turn the radiator key 
or screwdriver anti-clockwise – if gas 
is escaping you’ll hear a hissing sound. 
Once there is no more gas, liquid will 
come out and the valve will need to be 
closed quickly. 

Step 4: Check the pressure
Check the pressure by having a 
look at the gauge on your boiler. If 
the pressure is too low, contact our 
registered heating contractor, TSG plc 
on 0800 111 4044.

For more details go to 
www.bpha/heating

Test your heating
before winter hits

YOUR HOME
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Getting cover for 
your belongings

YOUR HOME YOUR HOME

Keeping your 
home fire safe

Have you heard about our 
recommended home contents 
insurance? 

As we do not insure your furniture, belongings 
and other personal items against theft or 
damage – it’s certainly worth finding out more.
The scheme is provided by the National 
Housing Federation in partnership with 
Thistle Tenant Risks and Allianz Insurance 
Plc and is available for bpha residents living 
in social and affordable housing.

Every year there are more than 50 fires in bpha homes, with 
with many of these of these being in high rise blocks of flats.   

Although the doors, walls and floors of flats are all designed to stop fire 
and smoke from spreading to other areas of the building, it is important to 
understand that this relies on doors being kept shut and balconies being 
clutter free.

TO FIND OUT MORE
visit www.bpha.org.uk/help-
and-advice/home-and-contents-
insurance and www.thistlemyhome.
co.uk

Alternatively you can call ‘My Home’ 
on 0345 450 7288 to request a free 
‘My Home’ information pack.

Terms and conditions limits and exclusions apply to all covers; further 
details are available within the free ‘My Home’ information pack.

DID YOU KNOW?

A working smoke alarm could save 
your life in a fire, but but national 
statistics show:
• 56 people die each year because 
   their smoke alarm is not working
• Most fires start when people are 
   cooking
• Every 5 days someone dies from a 
   fire started by a cigarette
• Faulty electrical items start about 
   6,000 fires a year

BALCONY 
BEHAVIOUR!

Fires that break out on balconies can cause considerable 
damage. With the fire being higher up and in the open air, wind 
speed and change of direction can cause unpredictable fire 
behaviour. Fires can spread upwards from balcony to balcony – 
putting you and those you care for at risk!
 
You can help prevent the risk of balcony 
fires by following these top tips.
• Do not use BBQs on your balcony, 
   as falling embers could set fire to 
   balconies below you
• Use an ash tray or bucket with 
   water in to dispose of cigarettes 
   safely when smoking on your 
   balcony
• Never throw cigarettes over the 
   side of your balcony as this could 
   cause a fire on a balcony below you
• Keep your balcony clear of 
   flammable materials and clutter, as 
   in the event of a fire there would 
   be a greater risk of it spreading  
   more quickly

STAY SAFE – 
OTHER FIRE PREVENTION TIPS

• Keep all exits and corridors clear
• Dispose of rubbish in bin chutes/bins
• Do not leave any items of waste/furniture in 
   communal areas
• Switch off electrical items and shut doors before 
   going to bed. The fewer electrical items you 
   have on means less risk of fire and closing your 
   doors will prevent spread of fire and smoke
• Avoid excessive overloading of extension leads 
   as this can lead to overheating
• Ensure that extension leads and chargers are 
   purchased from 
   reputable outlets and 
   ideally show the British 
   Standards Kitemark 
   symbol 
• Allow contractors 
   access to carry out 
   electrical safety checks 
   when requested 

WHAT CAN YOU DO?

Smoke alarm sense!
Test your smoke alarms regularly; 
they do save lives, but only if they are 
working! 
     Your home should have at least 
one smoke alarm on each level. If you 
think you don’t have enough smoke 
alarms, they are not working, or the 
low battery warning starts to ‘beep’, 
please call us straight away. 

If you have any concerns about fire safety in your home, 
call us on 0330 100 0272

The insurance covers against fire, 
theft, flood, water damage and 
other household risks. 
So what’s covered? 

4  Furniture, carpets and general 
      household items

4  TV and electrical items

4  Clothing

4  Most of your household goods and contents 
      whilst in your home

4  Replacement of external locks if your keys are 
      lost or stolen

4  Contents of your freezer

4  Decorations which you may be responsible for 
      under your Tenancy Agreement

The insurance is available at a special affordable rate. Premiums 
can be paid by cash (fortnightly or monthly) or by direct debit 
(monthly or annually).
     The fortnightly premiums start from £1.90 (for tenants aged 
under 60) and £1.26 (for tenants aged 60 and over). 
     There is also the option, for an additional premium, to include 
extended accidental damage cover, for example, for wheelchairs, 
scooters and hearing aids, as well as personal possessions cover 
away from the home. 



When it gets cold
• Avoid burst pipes – if you are going 
   away, turn off your water at the 
   mains and run the taps until the 
   water drains out

Fairy lights
• Check the fuses 
   are the right    
   type

• If bulbs blow, 
   replace them

• Don’t leave   
   fairy lights on when you go out or 
   when you go to sleep

• Don’t let the bulbs touch anything 
   that can burn easily, like paper

• Don’t overload sockets or 
   extension leads

Decorations
• Buy lights and decorations that are 
   of a good standard

• Decorations made of light tissue 
   paper or cardboard burn easily 

• Don’t attach them to lights or 
   heaters 

• Don’t put them immediately above 
   or around the fireplace

• Keep them away from candles

Caretakers
• Caretaking and cleaning will run 
   as normal (apart from 29 to 31 
   December when the service will 
   run from 8am - 2pm)

Fire safety
• Make sure all communal and 
   outside areas are clear of rubbish 
   and festive decorations as these 
   can present a fire 
   hazard

• Clean your smoke 
   alarms to remove 
   any dust and 
   if it starts beeping contact us

Repairs
• You can 
   report repairs 
   any time of day at www.bpha.org.
   uk/repairs-and-maintenance/
   reporting-repairs 
   or by calling: 0330 100 0272

Crime
• Ensure that any carol singers and 
   charity collections are genuine

• Burglaries 
   increase over 
   the festive 
   season – avoid 
   leaving gifts on 
   show in your 
   home and 
   secure windows 
   and doors properly

Stay safe during the festive period

Christmas
opening 2015

YOUR COMMUNITY

Date Customer 
Contact Centre

Bedford Customer 
Service Centre

24 Dec (Thurs) 8am – 3pm 9am – 3pm

25 Dec (Fri) Closed Closed

26 Dec (Sat) Closed Closed

27 Dec (Sun) Closed Closed

28 Dec (Mon) Closed Closed

29 Dec (Tues) 8am – 4pm 9am – 4pm

30 Dec (Weds) 8am – 4pm 9am – 4pm

31 Dec (Thurs) 8am – 4pm 9am – 4pm

1 Jan (Fri) Closed Closed

2 Jan (Sat) 9am – 1pm Closed


