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Chairman’s Report
I am pleased to report another successful year for BCHA. We
continue to focus on improving customer service, developing our
people, utilising the skills of the Board and remain financially
strong and independent.
Customer Service

The year has been one of
continued progress for
BCHA which has involved
improved Customer
Service, investing in our
people, developing our
Governance and remain
independent. I would like
to thank all the staff and
Board Members for their
support in achieving this in
2018/19.

CQC inspected the care service at Oakway for the first time in
June 2018. They rated the service as Good in all 5 key areas.
The tenants they spoke to all said that they felt very safe and
cared for at Oakway. This commitment to customer service was
also demonstrated in the introduction of a new staff award
funded by the relatives of a customer. This award sought to
acknowledge the caring attitude shown by staff during the
resident’s time at Charterhouse.
We are also investing in our homes and have started work on
the maintenance identified in our stock condition survey. This
has included installing a new lift at Bedesmans House and
improved fire escapes at Maydenbury.
Our People
Each year at the staff awards, I have the privilege of
acknowledging some of the excellent work our staff do.
Recruiting the right people to help support and care for our
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residents and tenants continued throughout the year. Our recruitment and retention strategy has enabled us to
ensure that we have the right resources in place to support our customers. As well as recruiting new staff we have
also invested in our existing team members and have provided training through e-learning as well as supporting
employees to gain NVQ qualifications. We have supported one employee to gain a professional qualification
which has allowed us to change our approach to managing our people and this has helped us to offer more
support to the team.
Governance
During the year we reviewed the work of the Board and have appointed Specialist and Link Directors. Specialist
Directors use their skills to help the Senior Management Team develop the business. Link Directors keep in touch
with our customer base. By restructuring the Board in this way we are making the most of the skills and
experience that Board members bring to the business. They are all volunteers and ,I would again, like to take this
opportunity to thank them for their contribution to BCHA and the support they give to me. You can read more
about the way we have developed the Board on page 11.
Independence and Financial Strength
The Board continue to support BCHA’s independence. Each area of the business contributes to our overall
financial strength. BCHA want to build more homes and to do this we will be setting a target for surpluses to be
re-invested in more homes.

Dick Wilkinson
Chairman
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Value for Money
When measuring how we have achieved value for money we look at quality as well as
costs. One of BCHA’s key achievements this year is investing in our stock and we have
spent more money on repairs and maintenance than we did last year. This as a result of
completing some of the initial works identified in our stock condition survey.
An important measure of Value for Money is how satisfied our customers are with the
services they receive. During 2018/19 we asked the residents of our care home how
satisfied they were with the service they received – some key results from this are shown
on page 9. We retain high levels of satisfaction and meet our customers’ needs which
we can only do through the continued improvement of operations.
At BCHA Value for Money is demonstrated by:
Planning what we do and keeping to budget.
Investing in our stock, we have begun work to invest in our homes which will
continue in 2019/20.
Making the best use of our resources and thinking of ways to make better use of
them in the future.
Using the sector score card in our annual financial report to benchmark our data.
Next year we will drive further Value for Money by:
Investing in digital systems to make us more efficient.
Review our staffing structure to ensure we have the right skills.
Put in place a new arrears process to minimize debt and help tenants.
Invest in our homes as we continue to progress with work resulting from our stock
condition survey.

Value for Money Benefits
Financial

Adopted an eLearning
system to help with our
training programme for staff
Changed reporting structures
– to improve retention of staff
Improved occupancy at BCH
by reducing respite rooms
Reviewed suppliers to
achieve cost savings
Changed the way that we
recruit new staff to make the
process more efficient and
successful in attracting new
recruits

Environmental
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How your rent is spent?

Annual Report to tenants
Breakdown of income and spend for our
houses

In this section we provide statistical information specifically in relation to our
performance as a Housing Association landlord as required by the Homes
England.
Where our money comes from
Rent
Service Charges
Other Income
Supporting People
Extra Care Services

£883,865
£240,834
£67,362
£30,134
£207,260

Where our money goes
Service Charges
Repairs and Maintenance
Depreciation
Housing Management
Central Services Overheads
Interest Payable & Similar
Charges
Other

Total Income

£1,429,455

Total Expenditure
Surplus for the Year

£212,657
£210,698
£276,392
£324,725
£180,372

£190,062
£2,821
£1,397,727
£31,728

Average Weekly Rents
General Needs Housing
Number of
Property Type
Weekly rent
Properties
Bedsit
9
£ 77.94
1 Bedroom

45

£

91.80

2 Bedroom

8

£

98.51

3 Bedroom

1

£ 123.24

Total

63

Sheltered and Extra Care Housing
Number of
Weekly
Property Type
Properties
rent*
1 Bedroom
75
£ 135.65
2 Bedroom

28

Total

103

£ 203.36

* Excluding Wellbeing and Lunch Club

The table, right, shows the Sector
Score Card. This measures BCHA
performance against the median
performance of smaller providers.
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How we compare to others?
BCHA uses a Benchmarking Group (Acuity) to measure its
performance against other similar providers.
% Satisfaction - overall services
% Rent collected
% Satisfaction - repairs and maintenance
% Satisfaction - VFM rent

Metric
Reinvestment
New Supply Delivered:
Social Housing Units
Non-Social Housing
Gearing
EBITDA MRI
Headline Social Housing
Cost per Unit

BCHA

Acuity

98
99.4
91
98

90
100.21
84.5
90

2019

2018

SPBM
2019
Median

0.62%

0.43%

0.62%

2.60%

0.00%
n/a
47.60%
361.60%

0.00%
n/a
48.94%
334.51%

0.00%
n/a
50.21%
359.79%

0.00%
0.00%
16.94%
245.00%

2020

Forecast

£4,982.85 £4,563.19

£4,631.21 £4,419.00

Operating Margin %
Social Housing Lettings Only
Operating Margin (overall)
Return on Capital Employed
(ROCE) %

9.07%
7.85%

17.76%
7.86%

21.25%
9.97%

23.27%
22.06%

2.32%

2.16%

2.65%

2.86%

8

A summary of our financial performance in 2019
compared with 2018.
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News from the
Finance Department
Balance Sheet

2019

2018

2,049,351

2,108,702

11,295,609

11,596,170

16,736
534,760

10,359
539,509

13,896,456

14,254,740

Current Assets

1,312,944

1,106,968

Less Current Liabilities

(480,550)

(507,448)

832,394

599,520

Total Assets Less Current Liabilities

14,728,850

14,854,260

Less Housing Grants & Loans due after
more than one year

(7,693,252)

(7,869,706)

Leasehold Properties

Other Tangible Assets
Investments
Total Fixed Assets

Net Current Assets

Less other Liabilities due after more than one
year

Total Assets Less Total Liabilities

2019

2018

Income
Rent , Service Charges, Extra Care & related

1,362,093

1,296,749

Residents' Fees & Respite Care

2,807,475

2,532,074

Contracted Services

0

52,761

Grants & Donations Received

0

0

67,362
4,236,930

67,362
3,948,946

Houses

(1,193,615)

(1,079,786)

Charter House

(2,710,395)

(2,450,290)

Contracted Services
Total Operating Costs

0
(3,904,010)

(25,089)
(3,555,165)

(267,918)
(14,050)

(272,204)
(103)

Surplus on Activities (Excluding Investments)

50,952

121,474

21,598

18,970

61
(2,000)

36
(2,000)

70,611

138,480

Amortisation of Grants
Total Income

Assets
Housing Properties

Income & Expenditure account

Operating Costs

Interest Payable
Surplus/(Deficit) on Disposal of Fixed Assets

(97,000)

(113,000)

Interest Receivable
Surplus/(Deficit) on Sale and Revaluation of
Investments
Revaluation of Pensions Discount Factor

6,938,598

6,871,554

Surplus on Ordinary Activities

Resident Survey
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BCHA carry out an annual satisfaction survey of all of its residents
at Bedford Charter House.
The results from our survey will help inform BCHA’s future
strategy for care and how we improve what we do. We also
benchmark our care service against other care providers and use
this group to develop how we improve services.

What our residents told us...

95%
of residents were
either very satisfied or
satisfied with the
overall quality
of BCH.

97%
100%

of residents were
either very satisfied or
satisfied with the
Reception services.

of resident were either
very satisfied or
satisfied with the care
they received.
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Goodbye and Best Wishes
to Peter Milburn and
Caroline Bowlder

News about our Board
BCHA is led and governed by its Board. The Board is collectively
responsible for ensuring the success of BCHA and its compliance with all
legal and regulatory obligations by directing and supervising BCHA affairs.

New Board Members joining us this year:

The Board wishes
Peter and Caroline
all the very best for
the future and
thanks them for
their service.
Together they have
served a total of 21
years on the Board.

Carl Williams

Mike Day

Carl’s background is
in Learning &
Development and he
has had a number of
posts within the
automotive industry.

Mike’s background
is in IT. He has
worked in a
number of senior
positions within
technology
companies. Mike is a highly accomplished
business leader, offering a wealth of
expertise including business transformation,
payments, professional services, telecoms
and technology. Mike has also served on
several other Boards including, County
Appointed Governor at St Johns Special
School, Elected member of Ravensden
Parish Council, Trustee for the Ravensden
Town and Poor Charity/ Ravensden
Educational Trust Charities.

Working to tackle the challenges in
reskilling workforces to be able to meet
customers needs in the future. A Learning
& Development professional, Carl has
vast experience in how companies are
able to access and benefit from the
Apprenticeship Levy Funding. Carl is the
Director of William Talent Management
Coaching Ltd.

Our Board Structure
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We are changing the way that we work with our Board to allow our Directors to have a clearer overview of all
aspects of the business. We have achieved this by simplifying the existing structure of the Board and three
sub committees, in favour of the Board and one sub committee.
In addition we have created Specialist and Link Directors to focus on specific areas of the business. This will
allow BCHA’s Directors to have more contact with staff, make greater use of the skills within the Board to
help us to shape the business and provide links between the Board and our tenants and residents.
Dick Wilkinson
Strategy

Alison Chamberlain
Houses/ Schemes

Peggy Parsons
Charter House and Oak Way

Alan Williams
Finance

Neil Bloomfield
Health & Safety and Assets

Mike Day
IT

Fiona Seymour
People/HR

John Wright
Performance
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BCHA in

BCHA Annual Report 2018 –2019

the news

13

14

BCHA Annual Report 2018 –2019

Chief Executive’s Report
It has been great to work with the Board, customers,
employees and stakeholders during 2018/19. All of our
effort have been aimed at improving what we do, providing
services which meet customers’ needs, fulfil their
expectations and are Value for Money. T o do this we have
put in place a number of measures to strengthen the staff
team, including changing the recruitment process and giving
staff more opportunities to train. We have further invested
in all of our people by having more front line manager
training and having regular 1 to 1’s with all of our
employees. People are very much at the heart of what we
do and I am always very proud of the team when we receive
compliments about the care and support given to our
residents and tenants.
We have made more training available to staff by adopting
an eLearning system. This gives the team access to the
core training they need to do their job and also to a wider
range of courses so that they can develop themselves.
ELearning is only part of our investment in our people; we
also support staff to complete NVQ training and provide
regular updates to all of the team.

The family of Patrick Conroy asked to set up a staff
award to thank some of the carers who had cared
for their uncle. We gave this award for the first time
in September 2018 and will be making the award
again at this year’s staff awards. This is a wonderful
gift which is a very special recognition of the
service staff give from the family of one of the
residents who lived here. I would like to take this
opportunity to thank Kathy and Maria for setting up
this award to thank staff and remember Patrick.
We really benefit from the feedback we receive,
when people tell us what we do has supported
them we know that we are getting it right and
should do this more. When we don’t get it right,

feedback helps us to improve. During the year, we
created more opportunities for getting feedback and we
now hold more regular meetings with residents and
relatives. We also send email updates to the family
members of residents in care to keep them up to date
with what is going on. We plan to do more to keep in
touch and get feedback and will be moving to electronic
care and support plans in 2019/20. We want to fully
embrace the opportunities offered by technology to help
us to care for and support our residents and tenants.
We have worked in partnership with Tibbs Dementia
Foundation to deliver weekly Music for Memory sessions
at Charter House. These have been attended by
residents and the wider community living with dementia.
This has proved to be a huge success and has really
made a difference to the lives of our residents.
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This year ,we have been developing how we work
with the Board. We have a Board with many skills
and a vast amount of experience. We will be
working more closely with them in their areas of
expertise (details on page 11). The Board bring a
wealth of expertise to the organisation. I would like
to take this opportunity to thank all of the Board
members for their continued support and
enthusiasm.
With the support of the Board, we continue to look
for ways to be more efficient and to innovate, so
that we improve the services we deliver. We want
to do more and are committed to remaining
independent and investing in building more much
needed homes.
I would also like to thank all of the staff team for
their diligent hard work throughout the year. The
staff team know that the way they deliver the
services we offer is as important as the service
itself. The caring attitude of staff is central to what
we do.

Marie Taylor | Chief Executive

A full copy of our accounts is available via our website
www.bchal.org, or by requesting a copy from the
Company Secretary at:

Bedford Citizens Housing
Association Limited

T: 01234 321400

Bedford Charter House

E: enquiries@bchal.org

1B Kimbolton Road

W: www.bchal.org

F: 01234 352004

Bedford
MK40 2PU

A copy of the Annual Report in large font
or different languages can be requested.
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