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Max is particularly happy with
our new Tenancy Agreement.

Sign and return your varied terms today and enter 
into our monthly prize draw where you could win a 
£100 shopping voucher!

bpha.org.uk/tenancyagreement
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Welcome...
to the summer 
edition of Talk! It’s 
hard to believe it’s 
August already, 
but I hope you’ve 
had an enjoyable 
year so far. In this 
issue, we have 
a truly heart-
warming story of how bpha helped 
a family with a young disabled son 
move into a more suitable home, and 
an update on the regeneration of 
scores of properties in the Queens 
Park area of Bedford. Find out how 
our team can help those in need 
secure a Discretionary Housing 
Payment. We also have a feature on 
Bedford Credit Union, explaining 
how  it can help you make ends 
meet. Plus, we have some summer 
‘staycation’ ideas to  fi ll the holidays 
with fun days out that won’t cost 
the earth, while our cooking tips 
not only help to keep the kids 
entertained, but also encourage 
heathy eating on a budget! As 
always, if you have anything you 
would like to read in the next edition 
of Talk, please let us know – but, in 
the meantime, I hope you continue 
to enjoy the summer. 

Kevin Bolt
CHIEF EXECUTIVE

Catch up with us at bpha.org.uk/
talk, follow us on Twitter @tweet_
bpha and fi nd us on Facebook.

Keep in  touch!
There are more ways to speak to us than 
ever before. Choose the channel of your 
choice and make your voice heard!

 Twitter: @tweet_bpha 

  Facebook: facebook.com/bpha.uk 

Views expressed inTalk magazine are not necessarily those of bpha or Talk 

magazine, (the Editor, the Editorial Advisory Board or the Executive Board). 

No responsibility or liability will be accepted, either for their contents or accuracy, 

or for any action taken as a result of anything contained inTalk magazine. Products, 

treatments and services inTalk magazine are not necessarily recommended by 

bpha. bpha limited is not equipped to test and approve products, treatments and 

services available to the general public. Please exercise your own judgement about 

the item or service advertised.

UPFRONT 
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�    An award-winning garden in 
Bedford that serves the local 

community is on the lookout for 
volunteers to help with its day-to-
day running. 

Golden Gardens in Goldington was 
set up in 2008 when a disused garage 
site was transformed into a communal 
garden, thanks to a grant from the 
People’s Millions National Lottery 
Fund.

� e garden hosts a range of 
community activities and the organic 
vegetables grown there help fund the 
cost of running the garden. However,  
the number of volunteers helping to 
tend it has dwindled in recent years.

Lead volunteer Jim Robinson said: 
‘I came here about six years ago, when 
I retired, and have run it on my own for 
the last three years.

‘Recently I’ve had a bit of help from 
someone else, but I’m here seven days a 
week and I’m not getting any younger – 
I’m turning 70 this year. 

‘I don’t want to see it go downhill. 

It is an award-winning garden, and has 
won a lot of competitions, but we just 
need some help.

‘It’s great to get out in the fresh air, 
mix with new people while learning a 
new skill. If people have time on their 
hands, even if it’s just a few hours a 
week, it would make a huge diff erence.’

� e group is seeking volunteers 

not just to work in the garden, but to 
help with fundraising activities and 
join the small committee that helps to 
run it.

If you are interested in fi nding 
out more about volunteering at 

the garden, contact Jim directly on 
07747 704558. 
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Volunteer Jim Robinson gets 
stuck in at Golden Garden

Upcycling success bags lamp table prize 
Congratulations to the 
winner* of a beautiful 
curved lamp table 
by Zespoke, which 
was featured in the 
winter edition of Talk 
magazine. We asked for 
photographs of your 
upcycled creations, 
and the winn ing entry 
came from a reader  in 
Bedfordshire, who has 

creatively improved a 
small chest of drawers. 
‘I got tired of my 
miserable, orangey-
brownish cabinet, so 
used bits that I had at 
home to brighten it up,’ 
she said. ‘I defi nitely 
prefer the new look!’

*The winner asked to 
remain anonymous

Find out the 
winners of our Best 

Kept Garden Competition
The winners of our third annual Best Kept 

Garden Competition to celebrate the fantastic 
work residents put into their outdoor spaces 

have been revealed. 
In recent months, residents have been nominating 
either their own garden, or a neighbour’s plot that 
they admire, under the categories of Best General 

Garden, Best Communal Garden and Best 
Community Garden.

The winners were due to be selected by a 
panel of judges on 17 July (as Talk went 

to press). To fi nd out who has won, 
go to bpha.org.uk

Golden Garden needs 
more volunteers
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Full-to-brim bike stores 
get spruced up for spring
� 

Communal bicycle stores in the 
heart of Cambridge have been 

given a much-needed makeover 
by bpha staff after newer residents 
complained there was no room to 
store their bikes.

Ten stores – shared by residents of 
11 blocks in Cambridge city centre – 
had become so full of old bikes and 
cycle parts that there was no room for 
current tenants to store their machines.

So, a team of bpha staff  took up the 
challenge and set about clearing out the 
stores of all the old junk, making room 
to store working bikes.

Residents were given a tag to ensure 
their usable bikes weren’t accidentally 
taken away, and Cambridge City 
Council supplied a van to take away all 
the discarded machines.

Kathryn Beck, bpha Community 
Development Offi  cer (Cambridgeshire), 
said: ‘Complaints arise when residents’ 
bikes are discovered in the communal 
internal areas, which is a hazard in 
itself, as well as leaving dirt and scuff  
marks all up the walls and doors.

 ‘Residents use lack of space in 

the bike stores as an excuse, so I’m 
hoping to remove this excuse and give 
those people who use outside space a 
more secure solution to try to prevent 
bike thefts.

‘� e main message we gave 
residents was that the stores are for 
storing usable bikes only, and nothing 
else. � is is, of course, at their own 
risk and we recommend that they use 
strong, secure bike locks to avoid theft. 
Remember: lock it, don’t lose it.’

Keep a clear rent 
account and you 
could win £1,000!
If you have a clear rent account, 
you can join our rolling prize draw 
and be in with the chance of 
winning up to £1,000 to spend on 
home improvements. There are 
also second and third prizes of 
£500 and £250 up for grabs.

Winners of the fi rst 2017 draw 
were Christopher and Margaret 
Kent, from Cople, who spent the 
cash on new carpets.

Margaret said: ‘When we fi rst 
got the phone call from bpha to 
tell us we had won, we thought it 
was a hoax!’

The second top prize winner 
of the year was Erika Dejager, 
from St Neots, who decided 
to spend the cash on a new 
washing machine 
and fridge. 

The next draw 
is on 31 August 
2017. To be in 
with a chance of 
winning you must 
have a clear rent 
account.

Enter 
online at 

bpha.org.uk/
prizedraw 
Terms and 
conditions 
apply. 

You said, we did… installing CCTV
Closed Circuit Television (CCTV) has been installed in three high-rise 
blocks in Bedford town centre, following feedback from residents.  

Richbell Court, Chandoss Court and Boswell Court have had CCTV 
installed by bpha at a cost of £70,000, following a consultation last year 
with people living in the fl ats. 

Jim Playle, Community Development Offi cer at bpha, said: ‘Improved 
CCTV was the highest-ranking issue you told us about in the consultation 
and we made it our priority aim to install it.

‘The CCTV will give us higher quality imagery and we now have far 
more cameras installed in a wider number of communal areas – such as 
stairways, lifts and laundry rooms – helping to make the blocks a much 
safer place for our tenants to live.’

Before...

...and after
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Summer
staycations
Fill the holidays with fun days out for 
all the family this  season

W
e all want to make 
the most of the UK’s 
rare  sunshine  – but, 
with such a variety of 
great destinations, it 

can be hard to  decide where to go . So 
here are some family friendly places to 
visit t o help you enjoy the Great British 
summer without breaking the bank . 

Love Fun in the sun
You don’t have to live  on the coast 
to enjoy sun, sea and sand. � ere are 
many beautiful beaches within travelling 
distance that are well worth a trip.

Aldeburgh
� is Blue Flag shingle beach, on the East 
Suff olk coast, is the ideal spot for a day 

out. Aldeburgh is a pretty 
market town, full of 
cafés, independent stores 
and historic buildings.

Clacton
A traditional English 
seaside town  on the Essex 
Sunshine Coast, Clacton 
is a family-friendly, 
sandy beach ideal for 
water sports and games, 
with a Victorian pier that 
boasts arcades, rides, an 
aquarium and ten-pin 
bowling. 

Southwold
� is welcoming  town sits on the Suff olk 
Heritage Coast.  Its beach  – which is 

popular  with water-sports  enthusiasts – is 
a mixture of sand and shingle, and backs 
onto a pretty promenade  with colourful 
beach huts, while the Victorian pier off ers 
a range of amusements and eateries.

staycations

Just for grown-ups

Pop into Adnams Brewery to see 

where the famous  tipple is made 

and to enjoy a tutored beer-tasting 

session. Book at

adnams.co.uk

Seaside carnivalAldeburgh’s annual carnival 
is on 19-21 August. Enjoy the 

fl oats, games, live music and a 
spectacular fi reworks display. 
aldeburghcarnival.com

Southwold beach
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DAY-TRIPPING 

Love Oxford Castle
Take a guided tour of Oxford Castle and 
discover the fascinating stories entrenched 
in the building’s 1,000-year history. 
Climb St George’s Tower, descend into 
the 900-year-old crypt, and explore the 
Debtors’ Tower and Prison D-Wing.

Admission: adults £10.95/child £7.75 
oxfordcastleunlocked.co.uk

Love Dunstable Downs
Take in breath taking views at the highest 
point in Bedfordshire. Set in the Chiltern 
Hills  – an Area of Outstanding Natural 
Beauty  – the Dunstable Downs  is perfect 
 for enjoying nature. Managed by the 
National Trust,  it has miles of footpaths 

and walks, with 
routes for families and 
experienced walkers . Cyclists 
and dogs are welcome, too. � e 
ridge is  great for kite fl ying, gliding and 
other air sports, and   kites  are available  in 
the gift shop. � ere are  activity packs for 
kids,  family events throughout the year , 
and � e View Café   for refuelling. 

Admission: free
Parking: £2.50 (free for National Trust 
members) nationaltrust.org.uk

Love The great outdoors
Is there anywhere as lovely as England 
in summer?  Even if you’re a city  dweller, 
there are plenty of green spaces to enjoy . 
One of our favourites is PRIORY COUNTRY 

PARK in Bedford, home 
to gorgeous lakes and lots 

of wildlife. � ere are regular 
guided walks, and  trails available 

to download from the website. Feeling 
active?  Head to MILTON COUNTRY 
PARK in Cambridge , where there is 
 paddleboarding, open-water swimming, 
  and cycling. If you enjoy spotting wildlife, 
HARROLD�ODELL COUNTRY PARK, in 
Bedford, is ideal. Take a  seat in the bird 
hide and see if you can fi nd any of the 
160+ species  that have been recorded 
there.  CORBY BOATING LAKE in Northants 
boasts a wide range of geese, ducks, water 
fowl and residential swans.  If you’re 
looking to camp, EMBERTON COUNTRY 
PARK, in Milton Keynes, has plenty of 
space. Barbecues are welcome, making it 
the perfect summer retreat. 

Did you know?
You can trade your Tesco vouchers 
for free entry to a range of exciting 
 destinations. Save money on days 
out  at places  such as:

WOBURN SAFARI PARK
woburnsafari.co.uk 
ALTHORP ESTATE
spencerofalthorp.com 
WHIPSNADE ZOO
zsl.org/zsl-whipsnade-zoo 
WOBURN ABBEY AND GARDENS 
woburnabbey.co.uk 
CHILTERN OPEN AIR MUSEUM
coam.org.uk 

Something diff erent
The Clacton Airshow is on 24-25 August , with incredible aerobatic displays, plus food and entertainment. Entry is free.clactonairshow.com 
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Clacton pier

Dunstable

Kite Festival 

29-30 July

Save on 
travel

Many rail services 
offer discounts for 

families and groups. 
Check the 

best offers at
nationalrail.

co.uk

Priory Country Park
bedford.gov.uk

Harrold-Odell Country Park
hocp.co.uk

Emberton Country Park
milton-keynes.gov.uk
Milton Country Park 

miltoncountry
park.org

Find out more…
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Home is where our heart is, but for Zane Memmena, 
her new bpha home is so much more than that – it’s 
the place where her son Rendijs’ life truly began 
PHOTOS: GEORGE FAIRBAIRN 

home – he gave Rendijs mouth-to-
mouth and brought him back.’

Rendijs began having regular 
seizures and spent the next 18 months 
in hospitals across the country while 
doctors tried to get them under control. 
� ey diagnosed Rendijs with cerebral 

palsy, but Zane and Edvins 
are not convinced this is 

accurate; it seems the 
more experts they see, 

the more questions it 
raises. 

‘One friend thought Edvins 
was on heroin, he looked so 
bad,’ Zane remembers. ‘But it 
was stress - lack of sleep and 

never-ending worry.’
Eventually, Rendijs was allowed 

home – but, this time, things were 
very diff erent. Zane and Edvins were so 

scared he would stop breathing again that they 

Edvins has changed 
his job to work in the 
evenings, so he can 
spend more time with 
his son, Rendijs

If you have additional needs, bpha is here to support you to live as 
independently as possible in your own home. We have a medical form 
for you to complete, which will ask you to describe what special needs 
you require for us to best support you, for example, ground-fl oor access 
and one-level living. You’ll also need to contact your local council’s 
occupational health department, which will assess your needs and could 
supply you with mobility aids to help support you.

 GET IN TOUCH to fi nd out more about how bpha 
can help you by calling 0330 100 0272 and asking for our 
additional needs support team.

Z
ane Memmena and her partner, Edvins 
Vorslavs, have lived a ‘crazy life’ over the 
past few years. ‘I remember [the bad 
times], but it’s better not to,’ Zane says, 
with a sad smile.

� e couple were delighted to fi nd they were 
expecting their fi rst child in early 2012. Life seemed 
good; they were living in a privately rented 
house in Bedford, and were ready to 
begin a family together.

But their world came crashing 
down when their son, Rendijs, 
was born eight weeks early, 
weighing just 3lbs, and had to 
spend his fi rst few weeks in 
hospital. It was a stressful time, 

so Zane and Edvins 
were overjoyed 

when Rendijs was 
fi nally allowed home, 
four weeks later. 

But their joy was 
shortlived; just a few days 
later, their child stopped 
breathing. ‘He literally 
died in my arms,’ Zane 
says. ‘I don’t know how 
long it lasted – I just froze. 

I was thinking Rendijs 
is not going to be here 

anymore...’ she 
breaks off , still 

disturbed by 
the memory. 

‘Luckily, 
Edvins was 

WIN

£50
BY SHARING YOUR STORY

WITH READERS. VISIT 
bpha.org.uk/talk FOR 

HOW TO GET IN 
TOUCH WITH TALK

Finally we
have a home
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OUR INSPIRATION 

took turns to stay awake, 
watching over him. 
‘Home’ also added to the 
couple’s worries. 

What had suited them 
before – a two-storey, 
one-bedroom private rent 
– now became a source of 
frustration and suff ocation. 

Rendijs needed specialist equipment to move 
around and it would not fi t in the house. Zane 
struggled to lift the growing boy up and down the 
stairs to the toilet and to bed. Added to that, the 
house was mouldy in the winter. ‘No matter how 
much we cleaned or repainted, it always came back,’ 
Zane says.

‘Edvins was suff ering from asthma, and Rendijs 
was always ill. We were so worried.’ 

� en a friend told Zane about bpha. She 
started bidding for homes suitable for people with 
additional needs and was overjoyed when the 
family was off ered a two-bedroom bungalow in the 
village of Turvey. � ey moved in August 2016 and, 
since then, Zane says Rendijs’ progress has been 
phenomenal.

Family life has improved no end for Zane, 
Rendijs and Edvins since moving into their bpha 
home. Rendijs has more room to move around and 
‘is like a diff erent child’. ‘� ere has been such a huge 

Family life has 
improved no end for 

Zane, Rendijs and 
Edvins since moving 
into their bpha home 

Rendijs has more 
room to move around 
in the family's new 
home and 'is like a 
di� erent child' 

change in his development – you can’t imagine,’ 
Zane says. ‘He is like a diff erent child. He can move 
around independently and his communication is so 
much better. You can’t believe how much this house 
is helping.’

� e couple are devoted to their son; Edvins has 
changed his job so he can work in the evenings, 
giving him as much time as possible with Rendijs.

‘At the moment, I am walking with him all the 
time,’ he explains. ‘Before, he wasn’t really walking, 
but now – slowly – there is progress. Every Saturday 
we go swimming together as a family. Rendijs loves 
it, and it is good for his muscles.’

After years of just coping with getting through 
each day, Zane and Edvins are fi nally beginning to 
relax and enjoy family life. ‘Of course it’s still hard, 
but now we can see the diff erence in Rendijs. He is 
happier – and so are we,’ Zane says. 

‘Our relationship was stuck in the old house, 
because there wasn’t life there – it was a nightmare 
to be honest. Here it is much, much better. � is 
house brings us together. It feels like a home, not 
only a house. We are really grateful to bpha. Finally, 
we have a home.’

Zane has a message for anyone else who fi nds 
themselves in a similar situation: ‘Don’t give up. 
Keep fi ghting and hoping that you are going to get 
where you want to get, and slowly – bit by bit – 
everything comes together.’ 

In his own words... 
Rendijs’ story shows 
 how important the 
right environment is 
for people who have 
additional needs. Greg 
Cox, bpha's Home 
Agent for Turvey, 
was instrumental in 
helping the family 
secure their home : ‘When I visited the 
family in Bedford, it was heartbreaking 
to see Rendijs unable to do the things I 
was so proud to see my own son – who is 
of a similar age – do, simply  because of the 
lack of space. 

‘ bpha has given this family the property 
they need at an a� ordable rent. I am so 
happy to have played a part in this and 
to have seen the di� erence it has made to 
Rendijs' life.’

FOR HELP
AND ADVICE:

0330
100 0272
OR VISIT bpha.org.uk/ 

contact-us
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S
truggling to pay the rent? A 
Discretionary Housing Payment 
(DHP) may be just what you 
need.

DHPs were introduced to provide 
extra money if you need help to meet 
housing costs. Karen *, a bpha tenant, 
was unable to meet her rent after her son 
moved out and she  was aff ected by 
the ‘bedroom tax’. Without her 
son at home, she had a spare 
room and her housing benefi t 
was cut. Karen, who lives in 
Kempston, was  undergoing 
hospital treatment at the time. ‘I 
hadn’t realised my benefi ts would be 
cut when my son moved out,’ she  says. 
‘Soon, I was in arrears and often couldn’t 
 aff ord to eat.’

Luckily, Karen’s bpha Home Agent, 
Charley White, noticed that she was 
struggling and suggested Karen apply 

for a DHP. ‘Charley 
was absolutely 
fantastic,’ says 
Karen. ‘She came 
over and did the 
application with 
me, and explained 
the questions I didn’t 

understand. She made the 
process so easy and helped me 

through it all.’
A few weeks later, Karen’s 

local council approved her 
application and she was given 

the DHP she needed to cover her 
housing costs. ‘It was a huge relief – it 

took so much pressure off . Without it, I 
would have kept sinking. � e bills would 
have mounted up and, eventually, the 
bailiff s would have arrived. It was such a 
stressful time.

‘I’ve had housing offi  cers before 

who didn’t spend any time on me at 
all,’ Karen says. ‘Charley checks on me 
regularly and has been really supportive.’

DHPs are designed as a short-term 
solution and are particularly useful 

for those aff ected by welfare 
reforms, such as the benefi t 

cap, ‘bedroom tax’ 
or changes to Local 

Housing Allowance 
rates. A DHP does 
not count towards 
the benefi t cap and 
you do not need to 

pay it back. To be 
eligible you need to 

be currently claiming 
either Housing Benefi t or 

Universal Credit with housing 
costs towards rental liability. 

*‘Karen’ is not her real name. She asked for 
her identity not to be revealed.

 ADVICE

Circumstances change, and when they do, they can 
often hit you fi nancially – but you don’t have to su� er 
in silence, bpha’s housing team is here to help

Helping hand

Find out more 
about DHPs at 

gov.uk 

Karen speaks with 
bpha Home Agent 

Charley, who 
 helped her during a 

di�  cult time

The ‘spare room subsidy’
The bedroom tax, also known as 
the ‘removal of the spare room 
subsidy’, cuts housing benefi ts 
for people with a spare room. It 
was introduced to prevent people 
from claiming benefi ts for rent on 
a bigger home than they needed. 
Unfortunately, as Karen’s case 
shows, it’s not always that simple. 

WIN

£50
BY SHARING YOUR STORY

WITH READERS. VISIT 
bpha.org.uk/talk FOR 
MORE INFORMATION

There are times in life when 
everyone needs a little extra 

support. If you’re struggling 
to pay your rent, for whatever 

reason, call bpha and speak to one 
of our housing o�  cers, who will 
do everything they can to support 
you, including guiding you through 
the process of applying for a 
Discretionary Housing Payment. 

GET IN TOUCH by calling 
bpha’s housing o�  cer team on 0330 
041 6497, email info@bpha.org.uk 
or submit an enquiry via bpha’s 
website at bpha.org.uk/contact-us



E
veryone needs a voice,’ says Gill 
Ison, a tenant with bpha. ‘If 
something is being overlooked 
and you can pinpoint it, then 

you can help others in the long term.’ 
Gill – who lives in Orchard Park, 

Cambridge – was a member of bpha’s 
Service Improvement Panel (SIP) for just 
under a year. She met regularly with 
other bpha residents to make 
suggestions on how we could 
improve our service to you 
– after all, it’s by working 
together that we can make 
our communities even 
better places in which to 
live and work.

We’ve been looking at 
how we can make it easier for more 
people to get involved. We’ve kept all the 
things SIP is great at – allowing you to 
review and challenge what we do – but 
now all the feedback can be done from 
the comfort of your home, at a time that 
suits you.

‘Anyone can join – no matter where 
you live or what other commitments 

you have – all you need is access to the 
internet,’ explains Elaine Warwick, our 
Resident Consultation Coordinator. ‘You 
simply log in to give your comments at a 
time that’s convenient for you.’

� e service is now called Viewpoint, 
and has the added attraction of giving 
incentive points for every piece of 

feedback you give, which can 
then be traded for money-off   

restaurant bills, cinema 
tickets and days out at 
theme parks.

How much time you 
give is up to you, but the 

more you do, the more 
incentives you’ll receive. 
‘It’s your chance to hold us 

to account,’ Elaine says. ‘We want 
people from all our communities to take 
part – the more the merrier.’

Gill will be joining Viewpoint – and 
she hopes that more people will be 
inspired to take part, too. ‘If you’ve got 
something to say, it will be listened 
to and taken on board,’ she says. 
‘I encourage everyone to get involved.’ 

 MAKE A DIFFERENCE

Join our team!
If you like getting out into your 
community, meeting people 
and getting things done, then 
bpha's team of volunteer resident 
inspectors is for you! Doing 
something to help others was 
one of the reasons Sharen Brice 
(pictured) became a voluntary 
resident inspector. ‘It’s a really 
rewarding role and it has boosted 
my confi dence,’ she says. ‘You 
meet so many lovely people 
and learn so much – and it’s so 
much fun!’

Working with our property 
services team, you’ll talk 
to residents about 
their experiences 
with contractors 
who come in to 
do work on our 
properties. We’ve 
found that residents 
often feel more 
comfortable talking to a 
fellow resident, so you’ll be a vital 
link in your community.

We pay a package of 
incentives and expenses to 
support you in your role. You’ll 
need access to a phone and the 
internet. The role will take about 
10 hours of your time each month. 

GET IN TOUCH To fi nd out 
more, contact Elaine Warwick, our 
Resident Engagement and 
Scrutiny Coordinator, on 01234 
221327 or email Elaine.warwick@
bpha.org.uk 

Express yourself
Viewpoint, bpha's new online residents' feedback service, has the 
added bonus of earning points to get money o�  in restaurants, 
at the cinema or even theme parks 
PHOTOS: GEORGE FAIRBAIRN  

Just for you
Remember, we have an online 
self-service portal available 
24 hours a day, just for you. It’s 
easy to register and, once logged 
in, you can view your rent account, 
change your details and request 
a repair. Go to bpha.org.uk/
myaccount to fi nd out more. 

To fi nd out more, or 
to register to become 
a Viewpoint member, 

log onto 
bphaviewpoint.

co.uk 

Sign up to 
Viewpoint, urges 
tenant Gill Ison. 
'If you’ve got 
something to say, 
it will be listened 
to,' she says
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Cleaning up!
bpha sta�  have been donning safety boots and gloves to clear waste 
in the Kingsbrook and Cauldwell Big Local area in Bedford, as well as 
litter-picking to help make your communities better places to live

E
ach year, each and every bpha staff  member 
gets to volunteer one day of their time to help 
make our communities better places to live, 
through our 'Your Diff erence Day' volunteer 
scheme. One way staff  have been doing this 

throughout 2017 is by throwing themselves into a number 
of diff erent clean-up operations. Our staff  have supported 

the Kingsbrook and Cauldwell Big Local Partnership with 
various bulky waste collections. � is has given staff  and 
residents the opportunity to work together to tidy up 
several areas in Bedford, where bpha owns close to 2,000 
homes. Our staff  have also been out and about in other 
communities litter picking - here are a few snapshots 
showing what they have been getting up to in 2017. 
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From tyres and children's 
toys, to old cupboards and 
chairs, Big Local members 

and bpha volunteers 
have had their hands 

full during bulky waste 
collections in Kingsbrook 
and Cauldwell in Bedford  

 Summer 2017 | talk | Page 13

VOLUNTEERING 

bpha staff took to the 
streets in force, litter 

picking at Tavistock 
Court in Bedford, and in 
the Kendall Road/Owen 
Close area of Kempston
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Saving
grace
Help is at hand thanks to 

Bedford Credit Union. 
Katy McIntosh reports

PHOTOS: RICHARD ECCLESTONE

April Lee describes 
Bedford Credit 
Union as a 'lifesaver'

Bedford Credit Union accounts are offered 
by bpha to every new tenant. Membership 

costs £3, but we at bpha will pay this fee for our 
tenants. Either contact us for your voucher, or let 
the Union know you’re a tenant and give them

your address.
You need to have been saving with BCU for a 

certain amount of time before you can apply for 
a loan with them. However, we can help tenants 
who haven’t saved for long enough by acting 
as a guarantor. When recommended to the 

Union by us, you can apply for a loan of 
up to £250 to be spent on house 

essentials.

The Union
and bpha



FINANCIAL ADVICE 
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W
hether it’s an overfl owing 
washing machine or a 
broken-down oven, when 
disaster strikes, it can be 
hard to fi nd the money 

for big-ticket, yet essential items. Fortunately, 
Bedford Credit Union (BCU) off ers local services 
that could help.

� e BCU is a not-for-profi t, community 
banking facility. It is owned by the people who 
bank with it and is run by volunteers. � e BCU 
off ers a secure way to save money as well as giving 
straightforward loans for its members. Team 
members look at your income and outgoings to 
make sure your repayments are aff ordable and that 
you can still save while paying it back, off ering a 
safer alternative to payday loan companies.

April’s story
bpha tenant April Lee lives in central Bedford with 
her two grown-up children, aged 18 and 24. April 
found herself with a dilemma recently when her 
washing machine suddenly broke down. � e bill to 
fi x the eight-year-old machine was so high that it 
made more sense to buy a new one. Unfortunately, 
April could neither aff ord nor go without one. ‘I 
work seven days a week,’ she explains. ‘So I didn’t 
have time to go to the laundrette while I saved up, 
and with three adults living in the house, we really 
needed a washing machine quickly.’

April went to � e ReUse Centre in Bedford, a 
charity that sells second-hand white goods, where 
they recommended Bedford Credit Union to her. 

Universal Credit
If you’re struggling with your fi nances because you’re 
on a low income or out of work, you may be eligible for 
Universal Credit. This monthly payment was introduced to 
replace some benefi ts, including Housing Benefi t, income-
based Jobseeker’s Allowance and Working Tax Credit. 
Speak to bpha’s Financial Inclusion Team or fi nd more 
information at gov.uk/universal-credit 

‘I’d never heard of the Union before and didn’t 
even know something like this was an option, but 
I went along and asked about loans,’ says April. 
‘� ey said that, as I didn’t have a savings account 
with them, I needed a guarantor, but that bpha 
may be able to help, as I’m a tenant. � e whole 
process was really quick. I got a letter from bpha 
on the � ursday and had my loan in cash on the 
Friday. I’m really grateful to bpha for acting as my 
guarantor – it’s brilliant to have someone backing 
you like that.’

April was able to use her loan to buy a new, 
fully insured washing machine and is now 
paying the money back. ‘Everyone at the Union 
was really helpful and I was very pleased with 
the payment plan. � ey asked me how much 
I could aff ord to pay, taking into account my 
outgoings as well as my income. I don’t know 
what I would have done without Bedford Credit 
Union. It’s been a lifesaver and I now recommend 
it to everyone.’ 

Money matters and benefi t forms can be di�  cult to 
negotiate, but advice is available. The Financial 

Inclusion Team at bpha is on-hand to help you with 
your money, and to make sure you can a� ord your 
rent. Plus, it’s all free and confi dential. 

Our team can help you manage your money 
by assisting with budgeting and fi nding ways to 

maximise income and reduce outgoings. This could 
mean helping to access benefi ts, including appealing 

against decisions and even representing tenants at tribunals 
or court. Our team can also help you manage debt and 
negotiate with creditors, if necessary. 

The team of fi ve have more than 50 years’ experience of 
debt and benefi t advice between them. 

GET IN TOUCH  by calling 0330 100 0272 and ask to 
speak to the Financial Inclusion Team. Learn more at bpha.org.
uk/support/money-benefi ts-advice



Page 16 | talk | Summer 2017 Want to know more? Visit bpha.org.uk/talk 

‘

Putting back
the pride

When rubbish threatened to 
take over their outside 
space, Tasha Wakefi eld and 
Laura Webster decided 
enough was enough  
PHOTOS: GEORGE FAIRBAIRN

I
t was disgusting,’ says Tasha Wakefi eld, talking 
about the fl ytipping that engulfed the green 
space outside her home in Clapham, Bedford, 
late last year. ‘It made you feel ashamed to live 
here.’ 

Her neighbour, Laura Webster, agrees. ‘We had 
all sorts dumped here – sofas, beds – even a car! 
People didn’t use the bins properly – they would 
put household waste in the recycling bins and then 
the council would refuse to empty them. Rubbish 
would pile up and get kicked and blown all over the 
place. We physically had to go through the bins to 
separate the rubbish, so it could be taken away.’

It’s a grim task for anyone, but especially for 
Laura, who has a back condition and needs support 
to walk. Plus, it’s a disgusting thing to live next to; 
who wants to look out of their windows and see 
a rubbish dump? ‘It makes you feel really down,’ 
Tasha says. ‘It’s as if people just don’t care about 
where they live.’

Hazardous waste
As well as being an eyesore, fl ytipping and 

overfl owing rubbish bins cause many 
other issues. Kathryn Beck, a bpha 

Community Development Offi  cer 
in Cambridge, says residents 
have reported people sleeping 
rough on sofas left in bin stores, 
or gathering to take drugs. ‘In 

the summer, we’ve had to call 
out the environmental health team 

to deal with swarms of fl ies, and 
some residents say they can’t open their 

windows because of the smell,’ she says.
Tyrone Lane, a bpha Mobile Caretaker in 

Kempston and Bedford, says fl ytipping is a huge 
problem. ‘Where I am now, there’s loads of 
microwaves, wardrobes and broken-up wood. 

A new broom sweeps clean... 
Tasha Wakefi eld is doing her bit 

to restore some community pride

Overfl owing bins can lead to many other problems

 For rules about 
recycling in your area, visit 
your council's website, or 

give them a call. Information 
is usually displayed on or 

near the bin itself, too. 



YOUR AREA 

Once one thing is outside, other people see it and 
add to it.’

Dumped items can be potentially lethal, 
especially in communal areas, blocking 
escape routes, that are vital if a fi re takes hold. 
David Lynch, an Area Community Offi  cer for 
Bedfordshire Fire and Rescue Service, says: 
‘Fire spreads very quickly – especially if it’s 
outside with a supply of oxygen and fuel from 
fl ytipping – and puts a great many lives in danger.
� e added hazard with fl ytipping fi res is you don’t 
know exactly what is in the pile – in the past we’ve 
had explosive cylinders – and there is the risk of 
poison gases being released. Not only that, if an area 
becomes smoke-logged, there is a danger of smoke 
inhalation, which is very serious.’

David and Tyrone work together to remove 
rubbish as soon as possible. However, some 
residents mistakenly believe it is a free service. 
‘People think because we get rid of it, it doesn’t 
cost them anything – but it does; it comes back to 
everybody in the service charge,’ says Tyrone. It is a 

breach of tenancy to fl ytip, and action can be taken 
against residents. � ere is also an issue with fi rms 
dumping their rubbish, too. ‘I tell residents to take 
details of the vehicles, because if we know who is 
doing it, we can do something about it,’ Tyrone 
adds.

Taking action
Laura and Tash are taking pride in their community 
and are keen to ensure their outside area is safe, 
especially after Laura’s daughter got glass in her 
foot while playing outside. � e ladies are keeping 
their eyes peeled and work with bpha Home Agent 
Lisa Davis to encourage other residents to consider 
how they use the bins and dispose of rubbish. Tash 
says: ‘I didn’t want my kids outside for fear of more 
incidents, but it’s getting better, people are being 
more considerate. It’s safer as we all take care of 
how we dispose of our rubbish and work together.’

To support the concerns of residents, 
Community Development Offi  cer Kim Burrows 
designed a fl ier to inform them of the various 

services available to dispose of their bulky 
waste. We highlighted that, over a 12-month 

period, bpha had removed excess rubbish on 
34 occasions at an average cost of £200 per 
collection – a staggering £6,800 in total.  

Laura has some fi nal words for those 
who fl ytip: ‘How would you feel if someone 

came and dumped a load of rubbish in your 
mum’s garden? Please show some respect for 

each other and think before you act. Remember, 
this is our garden.’ 

In her own words
SARAH KEENA says no day is the same 
as a Home Agent . ‘I manage tenancies and 
housing-related issues – such as the need to 
downsize or upsize – as well as community 
issues, like anti-social behaviour. 
A large part of my job is to manage rent arrears. There is a 
common belief that rent arrears equals eviction, but this could not 
be further from the truth! I work hard to support my customers to 
continue living in their home – a costly court application or eviction 
is the very last resort. In every case – be it helping someone manage 
their rent arrears or fi nding a family a home – I’m glad I'm there to 
advise and support people in very di�  cult circumstances, it gives 
me immense satisfaction.’
bpha's team of Home Agents is here to support you. Contact yours 
on 0330 100 0272 or via our website at bpha.org.uk/contact

SHARRON DENIZ, bpha's Tenant Services 
Manager, o� ers tips on disposing of bulky waste.

Contact your council
Your local council will usually come out for 
bigger items. There is often a small charge, so it 
can be cheaper to see if any neighbours have 
items to get rid of, too, so you can split the cost. 
If you do leave an item out for the council, please let us know by 
putting a notice on it explaining that it is awaiting collection.

Same-day removal
Most companies delivering new goods will take away your old item 
for a little extra money, saving you the hassle of getting rid of it.

Other options
Local charities may take your unwanted items – some will even come 
to collect. Some private companies will remove them, too, but make 
sure the one you use is reputable and not going to fl ytip elsewhere.

If you see people 
fl ytipping, please report it 

to your local authority, along 
with the registration number of 

any vehicles involved. Please 
also report if your bins are 

getting full, so they can 
be emptied. 
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We recognise that keeping local 
communities clean and tidy is a 
challenge. If you have any ideas 

about how we could do this better, 
please let us know.

GET IN TOUCH by calling 0330 100 
0272 or emailing info@bpha.org.uk
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T
he residents of Carlisle Road 
and Chester Road are taking a 
renewed satisfaction in their 
community, thanks to two 
recent initiatives.  

Scores of properties in the two 
roads, and the land around it, have been 
regenerated by bpha, while Bedford Arts 
Council (BCA) has delivered a 
community art-inspired project.

By investing around 
£1 million, bpha has  
renewed and repaired the 
neighbourhood by: replacing 
roofs on 194 properties; 
repairing or rebuilding tired 
dwarf walls; replacing communal 
fl ooring; and removing trees close to 
the buildings, allowing more light into 
households and protecting the properties 
from root damage. 

Colin Emmerton has lived in Queens 
Park since 1999 and is over the moon 

at the transformation. ‘It has been 
completely refreshed. It looks like a new 
area now,’ he enthuses.

Before the work started, we asked 
residents for their views; how did they 
feel about living in their home and 
neighbourhood? ‘We wanted to get 
the residents involved to help shape 

some changes,’ says Community 
Development Offi  cer Kim 

Burrows. Bedford Council 
Community Ranger Gary 
Burchmore added: ‘It was 
also about making residents 

aware of some of the problems 
we are having, such as the fi re 

risk created by storing bins under 
the stairs; with the clearance of gardens 
its been made possible for people to store 
their wheelie bins in their garden instead.’

Patrick Lyall, bpha’s Senior Project 
Manager for Property Services, says 
he has taken a holistic approach to the 

works. ‘We’ve tried to encompass 
as much as we can and make 
changes that are not only attractive 
but will last.’ � e result is a 
complete transformation. 

‘It looks a lot better now,’ 
says Lillian Tait, a resident since 
1993. ‘It’s generally smartened up 

the area.’

Bedford Creative Arts  
Meanwhile, BCA encouraged residents to 
do some blue-sky thinking about what 
they’d like to do in their community.  

Over four weeks last summer, a tent 
was pitched on the corner of Chester 
Road and Carlisle Road, and the naturally 
curious were given cameras to record life 
in their community and fi nd out what 
people wanted to see done in the area.

� e community around Chester Road 
and Carlisle Road is multi-cultural and 
very close-knit – neighbours look out 
for each other. � e residents are proud 
of where they live, but have plenty of 
ideas about how it can be made better, 
including removing a phone box that had 
become derelict, setting up a bug hotel 
and having a ‘magical portal’ in the fence 
through to the children’s playground. 
After residents comments, we have got 
the phone box removed, and BCA is 
continuing to help residents to improve 
their area.

‘� is summer we’ll be supporting 
residents to take the next step in 
developing their community,’ says Annie 
Bacon from the BCA, who has been 
involved all along. ‘We’ll also be running 
a further fi lm-making project, so young 
people can continue to develop their skills 
and document life in their street, as well 
as helping residents establish groups that 
they have asked for, including a literacy 
group and a walking group.’

Building works are continuing, with 
plans for giving the garages a makeover, 
which could help alleviate some of the 
issues residents have with parking. 
� e rejuvenation of the area has made 
residents feel valued. ‘We used to feel like 
we were always the last to get anything 
and felt a bit left out,’ says Colin. ‘But this 
has given us a sense of pride and it has 
really brought the community together. 
It’s been lovely.’ 

 TRANSFORMATION

From new roofs to magical gateways, the residents of Queens Park, 
Bedford, are putting the pride back into their surroundings, with a 
little help from bpha and Bedford Creative Arts  PHOTOS: GEORGE FAIRBAIRN

You can see the fi lm 
made by residents at 

bedfordcreative 
arts.org.uk

Staircase before...

...and after

Talk of the town 

Bedford Creative 
Arts continues to 
put on events to 
bring the community 
together long 
after its initial 
involvement



Breakfast: avocado on toast  
A hit with the hipsters, this healthy 
brekky couldn’t be simpler. 

Ingredients 
Avocados 
Olive oil 
Quarter of a lemon
Bread

1 Toast two slices of 
bread and place 

each on a plate. 

2 Halve an avocado 
and remove the stone. Get the children 

to spoon out the contents onto the toast. 

3 � ey can soften the avocado with a 
little olive oil and lemon, and then 

mash it into the toast with a fork. 

Dinner: Pasta Neapolitan 
Let the kids get hands-on with this 
colourful dish by squishing the tomatoes, 

tearing herbs and mixing their 
creations into bowls. 

Ingredients 
A large punnet of cherry 

tomatoes
Four basil leaves

A child’s handful of parsley
An adult’s handful of baby 

spinach 
Half a lemon 
Olive oil
200g pasta, cooked and kept warm
Parmesan, grated

1 While you cook the pasta, get 
your tots to wash the 

cherry tomatoes and place 
into a large bowl. Children 
can then reach down 
(with clean hands) into 
the bowl and squeeze 
each tomato until it 
bursts, breaking the 
tomatoes into pieces.

2 Little ones can tear basil 
and parsley leaves into small bits and 

toss into the tomato mixture. 

3 Put the pasta into two bowls, then help 
the kids spoon the sauce over the pasta 

and throw in torn strips of spinach. 

4 Get them to squeeze a quarter of a 
lemon over each dish, drizzle with a 

little olive oil and grated parmesan. 

Dessert: colourful 
yoghurt pot
� is is great for youngsters, 
who should feel a sense of 
accomplishment when they 
layer up the ingredients to 

make a great-looking dessert. 

Ingredients 
Four wholemeal digestive biscuits
Greek yoghurt 
Frozen berries
Oats 
Fresh berries

1 Heat up the frozen berries in a small 
pan until the fruit is soft, and set aside. 

2 Lightly toast a handful of oats in a dry 
pan until golden, and put to one side.

3 Place the biscuits in a freezer bag, seal 
and place on a chopping board. 

Children can ‘bash’ the biccies with a 
rolling pin to make a biscuit crumb. 

4 Allow little ones to assemble the dish 
in a clear glass or jar. First, add a layer 

of the biscuit, then two large tablespoons 
of yoghurt, the frozen berry mixture and 
another tablespoon of yoghurt. Top with 
oats and fresh berries. IS
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BUDGET MEALS 

Cooking for kids
Keep the children healthy this summer by getting them involved in 
the kitchen with these light and colourful child-friendly recipes 

Top tips
SAFETY FIRST: Supervision is vital – 
don’t let your child cook alone. 
BE PATIENT: This is meant to be 
fun, so take your time and let your 
child enjoy the experience. Explain 
what each cooking implement 
does and how it works.  
WORK TOGETHER: Give your child 
confi dence with easy-to-achieve 
tasks. While you chop and handle 
the stove, little ones can mash up 
ingredients and assemble the dish. 

� bbcgoodfood.com
� realfood.tesco.com

� netmums.com/
recipes

� jamieoliver.com/
family

LEARN TO COOK! 
Inspired Gourmet Cookery 
School, Milton Keynes: 
inspiredgourmet.co.uk
Jean-Christophe Novelli 
Cookery School, Luton:  
jeanchristophenovelli.com
Cambridge Cookery 
School, Cambridge: 
cambridgecookeryschool.com
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Home fi t for a 
king (and queen)
Pat and Harry Page were the fi rst people 
to move into bpha’s new retirement 
living fl ats in Warburton House – and 
they love it, especially when royalty drops 
in next door
PHOTOS: RICHARD ECCLESTONE 

We're so happy 
to be living 
here, – we 
love it, say 
Harry and 
Pat Page... WIN

£50
BY SHARING YOUR STORY

WITH READERS. VISIT 
bpha.org.uk/talk FOR 
MORE INFORMATION

I
sn’t it gorgeous?’ says Pat Page as she sits in the 
lounge of her new bpha retirement fl at. ‘I’ve never 
seen a block of fl ats like this. We couldn’t believe 
how lovely it was.’

Pat and her husband, Harry, who are both 65, 
moved into bpha’s newly built Warburton House in 
February this year – and they love it! A complex of 74 
fl ats – 29 for shared ownership, 45 for rent – it stands 
next to Cambridge’s Addenbrooke’s Hospital, has 
stunning views out across the countryside and is set 
in beautiful grounds.

Built especially for those aged 55 and over, who 
are retired or starting to plan for it, Warburton 
House boasts facilities, including, enthuses Pat, 
‘a lovely launderette, a room you can hire out if you 
have people to stay, a hairdresser’s, a cinema room 
and a cafeteria’.

Because it is so new, some amenities have yet to 
open and get established but, if Pat and Harry are 
anything to go by, this place will soon be one big 
circle of friends. ‘� ere’s a nice sense of community 
already,’ Harry says. ‘We’re friendly with a man who 
lives on his own – we go in for coff ee and I helped 
him fi x his TV. Where he was before, no-one spoke 
to him – they were all out at work. Here, there are 

always people to pass the time of day.’

Choppy waters
� e couple moved here from a 
similar-sized bpha fl at on the other 
side of Cambridge. Although they 
liked the original fl at, it didn’t suit 
their needs because the block was 
full of families, and noise was often 

a problem.
‘We’ve had three boys, so we 

understand you can’t keep children 
quiet,’ Pat says. ‘But, we were on the fi rst 

fl oor and it was laminate fl oors throughout, so 
we heard every noise.’

The communal 
lounge at the 

Warburton House 
development in 

Cambridge 

‘



I’ve been happy in other places, 
but here I feel content PAT PAGE
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RETIREMENT LIVING 

At the time, the couple were both suff ering from 
ill health, so the fl at was not a peaceful place to aid 
recovery. � ey moved there in early 2013, because 
of Pat’s worsening arthritis, and because, just as 
they were packing up to leave their house, Harry 
collapsed and was diagnosed with a cancerous 
spinal tumour. He was given 18 months to live – and 
the couple’s retirement dreams of touring Italy on 
their motorbike came crashing down. When Harry 
sold his motorbike, Pat says she had tears streaming 
down her face: ‘It represented all the plans we had 
had for our life, which were now being taken away.’

� ankfully, recent medical advances off ered 
treatment options for Harry. Although there is no 
cure, he is now in partial remission after a bone 
marrow transplant and has regular trips to the 
hospital for infusions and check-ups.

It was their bpha Home Agent, Nicola Randall, 
who told them about Warburton House and the 

Retirement Living Manager Dalia El-Saleh explains what kind 
of support bpha’s Retirement Living Team can o� er.

Who are the retirement living team?
We’re a friendly bunch who are here to ensure our 

retirement-living residents are happy in their home. 

Where are o�  cers based?
Our team spend the majority of time on site, 

so we can get to know the residents and be 
around as much as possible to o� er support.

So what sort of support do they give?
If someone has a question or needs a hand 
with something – such as reporting a repair 
or sorting out paperwork – they can come to 
us. We can also help to set up social events. 

Who is the service for?
We’re here for everyone in our retirement-living scheme.

What happens if a resident needs extra support?
We recognise that some residents are at a time in their lives when 
they may need a little more support. We’re here to help them to live 
as independently as possible for as long as possible. If a property 
becomes unsuitable, we work with them to help them adapt to it or 
fi nd something more suitable.

bpha’s Warburton House offers one 
and two-bedroom apartments, each 
with its own balcony or terrace. The 
development is set in attractive 
grounds with stunning views, but 
has easy access to the centre of 
Cambridge. Apartments are available 
now for rent and for shared owners. 

We also have several retirement 
living schemes in the Bedford area, which 
offer a variety of accommodation choices – including studio 
apartments – and amenities including lunch clubs, guest rooms 
and IT facilities. Please call 0330 100 0272 or visit bpha.org.uk

couple decided to take a look. ‘� e view sold me,’ 
Harry chuckles. ‘And how nice it is. It is like a hotel!’

Harry says moving there was a simple process. 
Nicola is now a Retirement Living Team Leader and 
has really helped the couple to settle in. ‘Nicola has 
been great and bpha has been really good overall. 
We’re so happy to be living here – we love it.’

He acknowledges that sometimes people have 
reservations about retirement-living properties, but 
he advises that they come to see it for themselves. 
‘One of our friends was a little bit hesitant, so we told 
her to come and have a look round. As soon as she 
saw it, she wanted to come!’

Better up top
Since moving in, Pat and Harry agree they both feel 
much happier. ‘It’s not helped with the things we’ve 
got physically wrong with us – although it is handy 
to be so close to Addenbrooke’s – but we feel so 
much better up top,’ Harry says. ‘Another big positive 
for me is the sense of security here,’ Pat adds.

‘I’ve been happy in other places but this is the 
fi rst place where I feel content,’ Harry muses. ‘We 
just turn our heads and we’ve got that view.’

‘And, we’ve got royalty next door!’ puts in Pat. 
‘As soon as the air ambulance helicopter lands at 
Addenbrooke’s, I’m looking to see if it’s Prince 
William fl ying it.’ 



� anks to new technology, bpha is now 
able to work even more closely with our 
communities. Earlier this year, our home 
agents – formerly known as housing 
offi  cers – moved from being based in the 
offi  ce to full-time mobile working. 

� is means they can now spend their 

days in the communities they support. 
By embracing technical innovation, in 
the form of Microsoft Surface tablets, our 
home agents are now able to work on the 
move while still staying in touch with 
colleagues in the offi  ce, and can now also 
complete the signing of documents with 

tenants online rather than on paper.  
� is is the fi rst wave of new, 

transformative technologies we are 
introducing to help improve the service 
we off er our customers.

Adrian Moore, bpha Head of IT, 
explained: ‘Every one of us who owns 
a smartphone feels the transformative 
power of technology. 
Our homes and daily 
lives are inhabited not 
just by our immediate 
family, but also by the 
virtual presence of our 
friends.

‘Our intent is to 
allow us to work together 
wherever we are, to help us all to be 
more productive and able to respond to 
our customers’ ever-changing needs. Of 
course, we won't fi x it all on day one – it 
will take time. But every month, we’ll see 
some improvement, and every day will 
be an exciting step taken together on the 
journey of bpha.’

New tech transforms 
way we work for you

New technology is bringing 
agents closer to residents 
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Jim Playle

MAKING OUR ROADS SAFER 
� A bid to improve 

road safety and 
encourage drivers to 
slow down has been 
spearheaded by bpha. 

The initiative, called 
Speed Watch, was held 
at several locations in 
Bedford and carried out 
by bpha sta�  during 
the summer, who 
volunteered their time 
for the occasion. 

The aim was to 
educate drivers to be 
more aware of their 

speed and to take care 
when driving through 
residential areas. 

Jim 
Playle, bpha’s 
Community 
Development 
O�  cer, said: 
‘This was 
the second 
Speed Watch 
campaign to 
be organised 
by bpha in the past two 
years, and was held 
in partnership with 

Bedfordshire Police.
‘Every year, more 

than 300 people are 
killed or seriously injured 

on roads in 
Bedfordshire. 
Customers 
often tell us that 
speeding in their 
neighbourhood is 
a major concern, 
so we are trying 
to address the 

problem, and hopefully 
this will help make a 
di� erence.’ iS
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Adrian Moore 

Every year more 
than 300 people 

are killed or 
seriously hurt on 

Bedfordshire roads



Learning and improving from complaints 

bpha was recognised at 
the UK Housing Awards 
held earlier this year for 
our innovative work 

helping people 
with hoarding 

disorder.
We have 

been working 
with Hoarding 
UK to train our 

Home Agents 
to deal with such 

cases, and have also 
set up a support group 

for those a� ected. 
The group helps 

householders to 
improve their situation, 
to lower risks for other 
tenants and help them 
retain their homes.

By being shortlisted 
in the Outstanding 
Innovation of the 
Year category, we 
received national 
recognition for its work. 
We were up against 
many organisations, 
individuals and projects 
that are leading the way 
in a� ordable housing.

If you or 
someone you 

know is a� ected by 
hoarding disorder, 
contact our 
Supported Housing 
Team on 0330 100 
0272 or visit 
hoardinguk.org for 
more advice.
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YOUR ASSOCIATION 

MAKING OUR ROADS SAFER 

�At bpha, we are committed to 
off ering a good service but, as 

with any large organisation, things can 
sometimes go wrong.

� is is where our dedicated 
Complaints Manager, Jayne Simpson, 
comes in. She plays a crucial role in 
ensuring that any complaints or 
queries are dealt with by the 
right people. According to 
Jayne, while complaints 
are often perceived 
negatively, they ultimately 
help bpha to improve 
the service we give to our 
customers.

‘My role is to ascertain 
what the complaint is about, 
because they often have three or 
four elements to them,’ said Jayne, ‘so, 
I want to work out why the person is 
unhappy or dissatisfi ed.  

‘Sometimes people say they want 
to make a complaint when, actually, 
they’re reporting something for the fi rst 
time. We’d consider this to be more of 
an enquiry. For example, it wouldn’t 
be classed as a complaint if there was a 
problem with a tenant’s home, and this 
hadn’t previously been reported to us. 

‘Once I have all the information, I 
send it to the right team to investigate 
and they manage the complaint. � e 
team is then responsible for following 
it up and dealing with it in the 
appropriate timescale.’

Our independent Customer 
Complaints Panel – made up 

of bpha residents – meets 
every month to look 

at how well each 
complaint has been 
dealt with.

� ey contact 
the householder, 

ask them how 
their complaint was 

dealt with and then use that 
information to highlight areas that 

need to improve within our organisation.
Jayne said: ‘It’s very much about 

taking preventative action and 
trying to improve things. We 
are trying to stop whatever 
has happened today from 
happening to somebody else 
tomorrow.  

‘We don’t want people to 
keep it to themselves because, 
with any complaint, we can 

learn from it and look at 
any trends. It gives us the opportunity 
to hold our hands up and apologise for 
something we’ve done wrong.

‘We do take suggestions and 
compliments as well, which again 
we feed back to the rest of the 
organisation.’

Make your thoughts known 
by calling us on 0330 100 
0272 or go to bpha.org.uk/
contact-us
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Dealing with complaints helps bpha to improve the service we give to residents

 

If you would like to 
be involved in bpha’s 
Customer Complaints 
Panel, contact Elaine 
Warwick on 01234 

221327 or email elaine.
warwick@bpha.

org.uk

bpha shortlisted for hoarding work
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bpha runs a 
support group 
for those a� ected 
by hoarding 
disorder

You can 
see how we are 

doing against our 
targets here: 
bpha.org.uk/ 
how-we- are-

doing compared with 

595 
last year

Jayne Simpson

We received

432
this year

Complaints
handled



Our services 
at your 
fingertips 

The benefits of signing up are: 
• View your rent account
• Pay your rent
• Log an incident of anti-social behaviour
• Tell us about a change of personal details 


