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You’re just a few clicks
away from controlling

your bpha account
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Our services 
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The benefits of signing up are:

• View your rent account
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• Request a repair
• Log an incident of anti-social behaviour
• Tell us about a change of personal details
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Welcome 
to Talk, our magazine 
for bpha residents.
Everyone is now counting down 
the days to Christmas so in 
this edition you can find out 
how you can get ‘finance fit’ 
for the festive period and New 
Year, and also read advice on 
how to stay fire safe. Since the 
last edition of Talk we have 
launched Viewpoint - our new 
online feedback service for bpha 
residents. After registering you 
can complete surveys that will 
help us to improve our services, 
and in return get points to turn 
into online rewards. We also 
feature one of our fantastic 
new developments in Bodicote 
in Oxfordshire, and speak to a 
young couple who live there 
after purchasing their home 
through Shared Ownership. You 
can read an interview with one 
of our Board members to find 
out the role they play in shaping 
our services to you, as well as 
useful information about service 
charges and why we have them. 
But for now, I would like to take 
this opportunity to wish you all 
a happy festive season and a 
prosperous 2018. 

Kevin Bolt 
Chief Executive

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

@tweet_bpha
facebook.com/bpha.uk

Contents

Views expressed in Talk 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 
the contents or accuracy, or for any action taken as a result of anything contained in Talk magazine. 
Products, treatments and services in Talk magazine are not necessarily recommended by bpha. In 
addition, 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.
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ONLINE FEEDBACK SERVICE

Viewpoint
Viewpoint is bpha’s online resident feedback service. It’s your 
chance to improve our services and tell us what you think.

 aunched in the Autumn,  
 Viewpoint provides  
 a way for bpha residents  
 to take part in online 
 consultations from the 
comfort of their own home, at a 
time that suits them. 

The results of the surveys are 
analysed and will be used by bpha 
to help shape their plans moving 
forward, enabling residents to have 
a clear say on the service delivery. 

Best of all the feedback allows 
customers the chance to not only 
improve services, but also get points 
to turn into online rewards in the 
form of Love2Shop voucher codes. 

Julie Wittich, Director of Service 
Delivery, said: “We have been 
bowled over by the response to 
Viewpoint. In the few weeks since 
it was launched we’ve seen a large 
number of residents registering 
and taking part in the online 
consultations.  

“The surveys may be about specific 
subjects or about wider services, but 
the great thing is that residents can 
choose what they want to take part 
in depending on their own available 
time and interests, 24 hours a day, 
seven days a week.

“We can see from the 
membership details 
that residents are 
registering from 
all the areas that 
bpha serves, 
from Oxfordshire 
right through to 
Cambridgeshire, 
across the Home 
Counties.”

Since it launched 
in October, 
consultations on contents insurance 
and our help to buy service have 
been held, and the results have been 
welcomed by the relevant areas in 
bpha to inform their future plans. 

The current survey 
asks residents for 

their thoughts on 
the new bpha 
Customer 
Application, 
which is 
available to 
download 
in the Apple 

and Android 
stores, and the 

consultation will run 
until 8 January 2018.  

Julie added: “Since Viewpoint 
launched in October we have 
run three consultations and 
have been very happy with the 

Register and take 
part in surveys, 
consultations and 
interactive tasks to 
gain points, which 
you can turn into 
Love2Shop vouchers

L
level of responses, but I would 
reiterate that any bpha residents 
can register for Viewpoint and 
get online rewards, and it’s really 
flexible so please do get involved 
and have your say.” 

As long as you are a 
current bpha resident, 
leaseholder or a shared 
owner, you can register 
for Viewpoint right now at 
www.bphaviewpoint.co.uk 
and start gaining points 
to turn into Love2Shop 
voucher codes. 



Customer Service Centre (Bedford)
Customer Services (telephone only)

Friday 22 December 9am-4.30pm 8am-6pm
Saturday 23 December Closed 9am-1pm
Monday 25 December & Tuesday 26 December

Closed ClosedWednesday 27 December Closed 8am-4pm
Thursday 28 December Closed 8am-4pm
Friday 29 December Closed 8am-4pm
Saturday 30 December Closed 9am-1pm
Monday 1 January 2018 Closed Closed

Christmas opening times

YOUR ASSOCIATION
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Your 
feedback 
counts
Every year we carry out a nationally recognised housing sector survey with bpha 
residents called ‘STAR’, to ensure we are providing good services and value for money.

Service charges help us to continue meeting the cost of services 
that help us maintain your estates and neighbourhoods.

n order to help you understand 
your service charges, George 
Parkinson, bpha’s Head of 
Housing Operations, answers 
some questions that we are 
frequently asked. 

Q. Do I have to pay for services 
that I don’t currently have access 
to?

A. Not at all. Your service charge is 
an additional payment towards the 
cost of providing and maintaining 
communal areas and services 
outside your home. You only pay for 
the services that you receive.

If you live in a block of flats with 
a communal garden, the cost of 
maintaining that garden is covered 
by a service charge because it is 
available to all residents and is 
outside of your home.

Q. Are service charges not just 
another way of generating 
revenue?

A. We do not make any profit from 
service charges. The amount of 
the charge is the amount it costs to 
provide the service. 

Q. How will I know what I am being 
charged for?

A. Any services you receive are 
shown individually in your Notice of 
New Rent letter. 

T Q. How is the service charge 
calculated?

A. Where we provide a service 
such as grounds maintenance, the 
amount charged is the total cost of 
providing the service, divided by the 
number of people who receive the 
service. 

Charges are based on the actual 
costs of providing services, together 
with the cost of future replacement 
where necessary.

Examples of services covered by the 
service charge could include:

 Employing a caretaker.

 Cleaning shared areas, including 
windows and removing dumped 
rubbish.

 Cutting grass and looking after 
planted areas.

 Repairs to shared facilities such 
as door-entry systems, television 
aerials and lighting.

 Providing and repairing lifts.

 Providing fire-fighting equipment, 
including repairing and testing  
emergency lighting and  
smoke alarms.

 Providing water, electricity  
and gas supplies to shared  
areas.

Please contact us with any 
concerns you may have by email to 
rent&servicecharges@bpha.org.uk 
or by calling 0330 100 0272. 

Service charges 
uncovered

I he next survey will 
 be held early in 2018,   
 when we will aim to 
 contact over 1,500 
 customers by telephone 
between 15 January and the end  
of February. We will be carrying out 
the survey on weekday evenings,  
up to 8pm, and on Saturdays 
between 10am and 1pm.

Once the survey is completed, we 
will look at the results in detail to 
identify the areas where we are 
performing well and those which 
have room for improvement. Action 
plans will then be drawn up to 

address those areas where service 
improvements are needed. 

An example of one of the things 
that residents commented 
on in the 2017 STAR 
survey was regarding 
waiting times 
for repairs and 
problems making 
appointments. 

To help address 
this issue, we 
liaised with our 
contractor and 
also ensured our 
customer service 
staff received further 
training to be able to 

prioritise repairs and schedule them 
accordingly. 

Liz Parsons, Director of Quality and 
Communications at bpha, said: 

“Talking to our residents as 
part of the STAR survey 

gives us an excellent 
opportunity to find 
out if you feel 
we are meeting, 
exceeding or 
falling short of 
your expectations.

“This will be your 
chance to provide 
us with valuable 
feedback, to help 
us understand 

what you think we 
do well and what we could do 
better, so we can improve our 
services to you.”

We will publish details of the 2018 
STAR results and any resulting 
action on our website and in the 
next edition of Talk magazine. 
Viewpoint members will also get 
the opportunity to comment on the 
results in a future consultation (see 
article on pages 4 and 5). 

Everyone who completes the 
survey will be entered into a 
prize draw with a prize of £100 in 
Love2shop vouchers. There will be 
one winner, picked at random, from 
each of our three tenure types 
– general needs tenants, shared 
owners and housing for older 
people. 
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MOVING ON UP

At one time, the Baldwin family  
could only dream of owning their  
own home in Milton Keynes. But 
now, four years after living in a 
bpha rent-to-buy property, they’ve 
placed their feet firmly on that 
elusive property ladder.

D

Debs and Chris want to do in the 
future. For now, they are enjoying 
the space their home offers and the 
security that being a shared owner 
brings. “Without this chance, we 
wouldn’t have been able to get onto 
the property ladder,” Debs says. “I 
know that as long as we pay our 
bills, it’s ours.”

Although rent-to-buy is no longer 
available, we offer alternative 
Home Ownership options. To find 
out To find out more, contact bpha’s 
sales team on 0845 456 6757. 

Dreams do  
come true

ebs Baldwin and her 
husband, Chris, moved 
into a bpha rent-to-buy 
property the very same 
month they found out 

they were expecting their second 
child. Four years later, the family 
of four have just purchased a 30 
percent share of their home, as part 
of bpha’s shared ownership scheme.

“I’ve been recommending the 
shared ownership scheme left, right 
and centre!” Debs enthuses. “It was 
a simple process and it has enabled 
us to get onto the property ladder, 
which we just hadn’t been able to do 
before.”

Debs, Chris, and children, Dain, 
12, and Breanna, 3, live in Milton 
Keynes. Four years ago, they were 
living in a small two-bed terraced 

house, rented through a private 
landlord. Needing more room and 
finding the landlord reluctant to 
carry out repairs, they applied for 
a bpha home and were overjoyed 
when they were offered a three-bed 
house in Oakridge Park.

“There’s no way we could have 
afforded a home like this through a 
private rent,” Debs says. “This is so 
much bigger and is in such a good 
condition, especially compared to 
what we had before.”

Debs and Chris’s aim was to own 
their own home, so with the rent-
to-buy scheme they were able to 
put a little aside each month for a 
deposit. When they were eventually 
able to buy shares in their home it 
was simple, Debs explains: “It was 
an easy process and the asset sales 
team at bpha bent over backwards 
to help – they supported us with lots 
of things, from the initial valuation 
through to sorting out direct debit 
for the rent we still pay. They were 
flexible too – I can’t fault them.”

Over time, you can increase the 
share of your home that you own – 
a process called staircasing, which 

What is it? Staircasing is the 
process of purchasing further 
shares in your own home in 
affordable chunks.
When can I do it? You can apply 
at any time. As soon as you feel 
you’re in a position to afford it.
Who can do it? As a shared  
owner, you can apply, if: your rent  
account is not in arrears; your  
lease lets you buy a further share; 
and you can afford it.
How do I go about it? Once you 
have confirmed you are eligible, 
your property will be valued by an 
independent surveyor. A valuation 
usually costs around £250. We 
will arrange this on your behalf, 
but you will need to pay for it. The 
valuation is used to calculate the 
price of further shares and this 
price is then valid for three months. 
You then appoint a solicitor and 
start the process to buy another 
share.
How much extra can I purchase? 
This depends on how many shares 
you can afford.
How do I find out more? Contact 
bpha on 0330 053 5132 and select 
option 2, email info@bphaoptions.
org.uk or visit bphaoptions.org.uk 
to find out more.

All about 
staircasing
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YOUR HOME

Keeping  
you fire safe
There are around 59,000 house fires in the UK 
each year and tragically they kill over 500 people. 

To stay as fire safe as possible 
residents should: 

   Not overload electrical sockets with 
too many plugs. 13 amps per socket 
is the maximum allowed. If in doubt, 
consult the appliance instruction 
book, or look online. 

   Not use heaters for drying clothes. 

   Not overload extension leads with 
too many appliances. An extension 
lead or adaptor will have a limit on 
how many amps it can take. 

   Make sure cigarettes are put out 
properly. 

   Be careful with candles and tea 
lights – do not place them directly 
onto surfaces and use a tea light 
holder; also, do not place them 

near flammable materials such as 
curtains, or on top of televisions. 

   Allow us access to your home to 
service your boiler if you have gas 
central heating, and to complete 
electrical safety checks. 

   Be careful cooking with hot 
oil as it sets alight easily. If 
possible purchase an electric, 
thermostatically controlled, deep 
fat fryer.

   Close inside doors at night to stop 
fire from spreading. 

   Test your smoke alarm every 
month. Where batteries are fitted 
change them every year. Many 
new smoke alarms have a sealed 
battery back-up unit, that will 
last 5 – 10 years, after which the 
whole unit should be changed. 
Never remove the detector without 
informing bpha. 

Fire safety in communal areas
bpha takes fire safety very seriously 
and as part of that responsibility 
carry out fire risk assessments in all 
of our shared communal areas. 

These range from high rise blocks 
(six floors and over) to houses 
that have been converted to flats, 
sheltered housing, supported living 
schemes, and a range of Extra Care 
retirement homes.

In addition to the fire risk 
assessments as part of bpha’s 
commitment to ensuring its 
properties meet the highest standard 
of fire safety, a programme of 
improvement works is underway. 

Be fire safe this Christmas Move it or lose it!
To help keep communal areas 
clear bpha is enforcing its ‘Move 
It or Lose It’ policy. The policy 
confirms that any belongings 
such as bicycles or pushchairs 
that are left in communal areas 
in our properties will be removed 
and a legal notice will be issued.
With so many properties to police, 
we would find it impossible to assess 
every single item that may be kept 
in a communal area. 
Therefore, we have adopted a zero-
tolerance policy for all items. This is 

in keeping with the vast majority of 
housing providers and is in line with 
fire service advice.
You will have 28 days to reclaim 
the item and you will need to pay a 
return fee of £30. After 28 days, the 
item will be disposed of.
Please do not risk losing your 
belongings forever and ensure that 
communal areas are kept clear.
If you want to report an item left 
in a communal area please email 
info@bpha.org.uk or call us on 
0330 100 0272. 

Priory and Roise Courts have 
already had sprinkler systems 
fitted and this year a project to 
install sprinklers in Beckett Court 
has started and is expected to be 
completed by April 2018.

There is also a programme in 
place to replace existing fire doors 
in Richbell Court, Boswell Court, 
Chandos Court and Bury Court 
blocks with new fire door sets.

Julie Wittich, Director of Service 
Delivery at bpha, said: “All bpha 
staff who have a role within housing, 
including care takers, housing 
officers and surveyors, receive 
Fire Safety Training and have a 
nationally recognised Level 3 Award 
for reporting Hazards in Residential 
properties.

More safety tips…
 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.

 Keep all exits and 
corridors clear 

 Dispose of rubbish in 
bin chutes/bins and DO NOT 
leave any items of waste/furniture 
in communal areas 

 Keep your balcony clear of 
flammable materials and clutter.  

If a fire were to break out, 
clutter on your balcony will 

put your flat at greater  
risk of fire spreading more 
quickly 

If you are worried about 
fire safety in your home 
and would like to talk to 
someone about it, you 
can contact your local 
fire service or visit www.
fireservice.co.uk. 

Alternatively, you can contact our 
Fire Officers on 0330 100 0272.

“This means that we have a constant 
overview of conditions within our 
blocks ensuring that issues can be 
rectified and reported at the earliest 
opportunity.

“We recently held a residents’ 
awareness event at the Greyfriars site 
in Bedford and more are planned in 
the future.”

Residents are advised to make 
themselves aware of the evacuation 

strategy in their building, there  
are signs in the halls and stairways 
with information, or you can ask a 
member of staff.

One of bpha’s obligations regarding 
fire safety is ensuring that all our 
rented properties have smoke alarms. 
If you have any queries around your 
smoke alarms, please contact bpha’s 
Customer Service Team on  
0330 100 0272. 

 he majority of these 
  fires are caused by the  
 misuse of electrical  
 equipment, such as  
 cooking appliances, so it’s 
vitally important that our residents are 
aware of what steps they can take to 
minimise the risk of fire in their home. 

The safety of our residents continues 
to be our number one priority, and 
bpha employs Fire Officers who 
investigate potential fire hazards and 
conduct Risk Assessments. 

They also work closely with the local 
council and Fire and Rescue Service 
to ensure appropriate systems and 
procedures are in place.

Choose decorations that are flame resistant or flame retardant. 
Keep decorations away from heat sources, windows and doors. 
Properly install your Christmas lights. 
Be sure to use indoor lights inside and 
outdoor lights outside. Make sure  
all electrical cords have no frayed or 
cracked wires or broken plugs. 

Don’t overload electrical outlets and 
don’t leave lights turned on for prolonged 
periods or leave them unattended. 

In addition to being shatterproof and 
shock resistant, LED lights produce almost 
no heat, making them safe to touch and 
greatly reducing the risk of fire. 

T
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NEW DEVELOPMENT

We’ve recently launched 
a new payment option for 
tenants called Recurring 
Payment, a convenient and 
flexible alternative to Direct 
Debits, which can be set up 
against a debit card.
Arrangements are very flexible 
and give our tenants more control 
over their finances, helping them to 
budget more effectively and reduce 
debt.

The many benefits of the new 
payment method include:

 Payments can be set up to start 
the next day or any day of the 
month.

 Arrangements can be set up on 
weekly, fortnightly, four-weekly 
or monthly basis.

 Customers are not charged for 
rejected payments.

 Arrangements can be set up 
for various payments including 
rents, part-rents, garages and 
court costs.

 Payments can be easily 
amended by bpha’s Customer 
Service Centre Advisors.

Julie Wittich, Director of Service 
Delivery at bpha, said: “We are 
pleased to be able to offer this 
flexible alternative as it suits many 
of our customers’ needs.

“Recurring Payment helps our 
residents take more control over 
their finances and can help them  
to plan their budget.”

Any bpha residents wishing to 
take advantage of the Recurring 
Payment option should contact us 
by telephoning 0330 100 0272 or 
by email to info@bpha.org.uk. 

Take control 
of your rent 
payments

Ideally located close to the pretty village of Bodicote, our stunning 
Longford Park development demonstrates our commitment to supply 
good quality, affordable homes.

 urrounded by the beautiful  
 Oxfordshire countryside, 
 residents can enjoy a 
 relaxed village lifestyle 
 whilst being close to the  
thriving town centre of historic 
Banbury, where they can benefit 
from great amenities, a number  
of schools and convenient 
transport links. 

Longford Park features a selection 
of two and three bedroom homes 
as well as one and two bedroom 
flats, with the properties benefitting 
from off road parking, integrated 
oven, hob and cooker hood, gas 

S radiator heating, flooring and even 
a private garden. 

If you are trying to get on the 
property ladder, and if outright 
purchase isn’t an option for you, 
then Shared Ownership offers an 
alternative to renting. You can buy 
an initial share in a new home that 
you can afford, helping you into 
home ownership in manageable 
stages.

bpha will offer an initial share of 
between 25% - 75% of the property 
and you then pay a subsidised rent 
on the share that bpha still owns. 

The combined monthly cost of the 
mortgage and rent will be less than 
if you were purchasing the property 
outright.

In the future, you can simply sell 
your share for its market value at 
the time or alternatively, you can 
purchase further shares in your 
home.

For further information on the 
Longford Park development 
telephone 0845 456 6757 or  
email info@bphaoptions.org.uk

You can also visit the website   
www.bphaoptions.org.uk 

Take a step onto 
the property ladder

A first foot on the 
property ladder
For many young couples, the thought of owning their 
own home is a dream they fear may never come true. 
But Shared Ownership offers an easier way of buying, 
without the financial burden of taking on a huge 
mortgage at a young age.

my Eldridge and her 
boyfriend Matt Brooks 
had been together for four 
years and were renting 
privately when they 

decided they wanted to take the 
next step and buy a home on the 
Longford Park development.

“We were fed up of paying high 
rents to private landlords,” says 
Amy. “We knew roughly where we 
wanted to live but we just couldn’t 
see how we’d ever manage to raise 
the deposit we would need to buy a 
house outright.”

Amy, a nursery practitioner, 
relocated from Hull two years ago, 

A
to move in with Matt, an electrician 
from Slough. “First of all we didn’t 
know if we could afford it, then we 
saw there were homes available 
with bpha for Shared Ownership 
sale. We looked at the homes that 
were available and very quickly 
found one we loved.”

Amy and Matt applied through  
Help to Buy and, once approved,  
got in touch with bpha to progress 
their purchase. “The whole process 
has been really smooth. We moved 
in a few months ago, and we’re 
really starting to feel at home.  
I’ve even found a new job at the 
nursery along the road. We’re really 
happy here.” 

Amy and Matt 
were overjoyed 
to buy a shared 
ownership home 
with help from 
bpha.
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YOUR ASSOCIATION NEW YEAR SAVINGS

If your New Year’s resolution is to get  
your budget and expenses in shape for  
the coming year, the best place to start  
is with a financial health check.

“Our Money Advice Service offers 
all bpha residents free, independent 
and confidential advice on a 
number of money management 
initiatives, such as budget planning 
and making the most of alternative 
sources of funding, goods and 
services,” said Amanda. “The 
Money Advice team can also carry 
out benefit checks to maximise 
your income and give advice on 
switching energy and other service 
providers.”

Speaking about the work of the 
Money Advice service, Amanda 
said: “A free, financial health check 
is a really good place to start when 
you are looking to get your finances 
in shape. We can help you deal 
with debt and even put in place 
measures that will increase your 
income. In fact, you’d be amazed at 
the number of ways we can help.”

Getting control of your finances 
could include shopping around for 
a better deal from your energy 
supplier and to help with this 
Amanda recommends a visit to 
www.goenergyshopping.co.uk who 
can help you switch to a cheaper 
tariff. 

She also says that switching energy 
provider is just one of the many 
ways of cutting costs as there are 
a number of initiatives in place to 
offer assistance. These include the 
Warm Home Discount Scheme, 
Winter Fuel Payments and Anglian 
Water have a selection of tariffs to 
help you reduce the cost of your 
water supply.

“Once your finances are running 
more smoothly you might even find 
that you are able to open a savings 
account,” said Amanda. “Bedford 
Credit Union accounts are offered 
by bpha to every new tenant. 
Membership normally costs £3, but 
we pay this for our tenants so that 
they have easy access to a secure 
way of saving money.” 

Finance-fit for 
the year ahead

Get set for saving
If you’re looking to get 
into the habit of putting 
savings aside, a Credit 
Union savings account 
is a great place to start 
saving towards your goal. 
Setting yourself a savings target 
needn’t just be about saving for 
a special occasion or treat, it can 
also be a fantastic way of being 
prepared for those unexpected 
expenses or managing credit 
without getting into debt.

Use the New Year as a prompt 
to plan out your household 
budget and expenses, then 
work out how much you can 
comfortably afford to put aside 
each month. 

Once you’re ready to start saving 
you can open a Credit Union 
account for free, as bpha pay the 
membership fee of £3 for every 
one of our tenants. Contact us for 
a voucher, or let the Credit Union 
know you’re a tenant when you 
open your account. 

or many people, spending 
time looking at their finances 
and planning for the months 
ahead can be a daunting 
task. Getting things

wrong can have unwanted and 
potentially expensive consequences 
later in the year, so for many it is 
easier to ignore potential problems 
for fear of making things worse.

However, according to bpha’s 
Financial Inclusion Manager, 
Amanda Ryan, there are a number 
of simple steps you can take to save 
money, helping your budget go 
further and possibly even freeing up 
some money for a savings account 
(see article on next page).

F

At bpha, one of our most 
comprehensive support systems is 
the Money Advice service, which is 
independent, confidential and free 
to use. We can offer advice about 
benefits and debt management, 
spanning a range of issues, 
including:

 benefit checks to maximise your 
income;

 helping you challenge benefit 
decisions where appropriate;

 helping you make informed 
choices about managing debts;

 carrying out debt negotiation;

 advice and help with insolvency 
procedures;

 representation at benefit appeal 
hearings and debt-related 
county court hearings.

Get in touch for money advice 
tailored to your needs and 
financial position by calling  
0330 100 0272 and asking for  
our Money Advice team.

Rent 
Council Tax
Gas
Electric
Phone
Internet
Food
Water
Loans

✓

✓

✓

✓

✓

✓

✓

✓

✓



17bpha.org.uk | talk

BOARD MEMBER INTERVIEW

Tell us about your role on 
the Board?
“As a non-executive director, 
I am there to challenge and 
scrutinise the decision-making 
and performance of the executive 
management team and ensure 
that there is good governance in 
the way that the organisation is 
run. 

“We expect to ask probing 
questions about strategy and how 
it is being implemented and we 
can very often use our experience 
from our own careers to suggest 
difference approaches or to look 
at problems in different ways. 

“We want to know about the issues 
and risks that the organisation 
is facing and to make sure that 
robust plans are in place to 
ensure the future health of the 
organisation and its finances. 

“As shareholders, we represent 
the voice of all our stakeholders 
– tenants, shared-homeowners, 
staff, suppliers and the local 
communities in which we operate.”

What do you enjoy about  
the role?
“I am quite new to the housing 
sector so it has been a steep 
learning curve – a challenge I 
relish. I have particularly 
enjoyed visiting 
bpha homes in 
Cambridge 
and Bedford, 
meeting a 
wide range of 
customers and 
listening to 
their views. 

“It is clear that 
bpha plays a 
very important 
role in their 
lives and makes a difference to 
people all across our region. There 
is a very open culture amongst 
the management team and they 
welcome our input which makes 
our contribution worthwhile.”

What would you like to 
achieve over the next few 
years on the Board?

In good hands to  
be fit for the future

“I would like to see bpha build on 
the success of the last few years 
and increase our rate of growth 
if it is prudent and sensible to do 
so. This is very important for our 
region as the housing shortage  

has been well documented 
and we want to be able 

to support people 
throughout their 

lifetimes – from their 
first home to larger 
homes and beyond  
as their families grow.

“I also chair the 
Remuneration and 

Nominations committee 
and, as well as pay, this 

includes looking at the staff 
employment conditions and also 

the diversity of the organisation. 
This reflects the tenant population 
very well and we can also say 
that over 60% of employees at 
bpha are female, which I am very 
pleased about. 

“We look across the organisation to 
ensure that bpha is able to attract 
and retain the talent it needs to 
continue to grow and flourish.”

To find out about the important role that the bpha’s Board  
plays in ensuring we continue to deliver on our promises to you,  
Talk spoke to our non-executive director Jill Ainscough. 
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ROOM TO MOVEBOARD MEMBER INTERVIEW

What is the role of the 
Board in relation to 
measuring performance  
at bpha?
 “In common with many 
organisations, bpha has not 
always had the information 
systems it needed to be able to 
report on its performance  
in depth, but I am 
very pleased to 
say that this 
has come 
on in leaps 
and bounds 
over the last 
year and 
the Board 
is presented 
at each 
meeting with 
a comprehensive 
performance review 
document, which is improving all 
the time. 

“The latest information is as 
good as anything I have seen 
elsewhere and this shows that the 
management team have a very 
good grasp of what is going on in 
the business. The board challenges 

this and asks for more in-depth 
analysis where required, so that  
we understand everything that  
is going on. 

“For our VFM (Value for Money) 
assessment we also have to show 
increasing efficiency – for example 
better response times, lower costs 
and better customer outcomes. 
This is a constant drive as we 

need to show year-on-year 
improvements, all of which 

benefits our customers.”

What is the role 
of the Board in 
ensuring services 
are delivered and 
promises are kept, 
and how does this 
reflect the needs 
of the residents?

“An important section in every 
Board meeting is the Chief 
Executive’s report and the review 
of performance. 

“As non-executives, it’s important 
that we let the executives do their 
jobs and to hold them to account 
for their performance. 

The bpha Room to Move scheme is designed  
to help residents who have more bedrooms than 
they require to downsize to a smaller home.

can’t recommend the 
scheme highly enough,” 
said Leonard Heseltine, 
a bpha resident. “It was 
thanks to the help of bpha 

and my Home Agent that I was 
able to move into a one-bedroom 
bungalow that is absolutely perfect 
for my needs.”

Leonard – who lives in the 
Goldington area – suffered a heart 
attack two years ago and was 
struggling to get up and down the 
three flights of stairs outside his 
two-bedroom flat. In addition, being 
unable to work because of his heart 
condition meant he was having to 
survive off benefits, which had been 
reduced by over £60 per month due 
to the bedroom tax.

“I was stuck in a situation that I 
never thought I would get out of,” 
explained Leonard. “Being 56, I 
thought I wouldn’t qualify for a 
bungalow and I feared for the 
future, as your health doesn’t get 
any better the older you get. Also, 
I was struggling to live once my 
benefits had been cut due to the 
extra bedroom in my flat.

“But that’s where Katie, my 
Home Agent stepped in. She was 
absolutely amazing. I needed a 
small bungalow because of my 
condition and she helped me to sort 
all the paperwork out. She even 
secured a payment from bpha to 
help with my relocation costs.”

Helena Pountney, bpha’s Housing 
Management Services Regional 
Manager, said: “The Room to Move 
scheme is there to help tenants 
who may be unable to move due to 
personal circumstances, dilapidation 
charges or rent arrears on their 
existing property.

“With our help, they can get back 
on track, in a property that is more 
suited to their current needs.”

“I was receiving a discretionary 
payment from the council but I 
knew that I had to do something for 
myself to help my situation,” added 
Leonard. “That’s when I asked about 
the Room to Move scheme and, 
from there on, the team at bpha 
took care of everything.”

If you are affected by under-
occupancy and are looking to 
downsize to a smaller property, 
please call our Customer Service 
Team on 0330 0416497 or email 
info@bpha.org.uk. 

Helping residents 
downsize with 
our Room to 
Move scheme

“I

Are you an under-occupier 
living in a home that has 
more bedrooms than you 
need? Or do you want help 
moving to a smaller home 
that is easier to maintain? 
If so, then our Room to 
Move scheme may be  
able to help.

“The Board is particularly robust in 
this way – but I would say it’s also 
important to be able to support 
and mentor the executive team 
when we can and to ensure they 
come to the Board for advice, 
open debate and discussion. 

“This is important for residents as it 
enables the organisation to perform 
at its best possible level.” 



Air your 
views.
Anytime.
Online.

Viewpoint is our new online feedback
service exclusively for bpha residents. 

 

Take part at a time to suit you, 
anytime, anywhere!

Visit www.bphaviewpoint.co.uk 
and click the Register button.

your view counts


