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THE RESULTS 
ARE IN! 
Find out all of the results of our 
latest resident satisfaction survey

GOVERNANCE  
UPDATE
Your new board members revealed



WELCOME
I hope that 2022 has got off to a  
good start for you and that this year  
we will be able to see more of each 
other and welcome friends and  
families back to BCHA.

We have some exciting new things 
coming to BCHA in 2022 including 

some new activities and the return of some old favourites 
such as coffee mornings and craft sessions.

We will continue to make sure that all activities and events 
are run safely and in line with government guidance, but 
seeing each other face to face again is something we are 
all very much looking forward to this year.

In this edition of Citizens News we look forward to  
2022 and some of things that we will have on offer.  
In June we are looking forward to celebrating the  
Jubilee and we will be supporting the ‘Plant a Tree  
for the Jubilee’ campaign.

Listening to our residents and tenants is very important 
to us at BCHA and in this issue we’ll talk to you about 
some of the feedback from our resident survey and some 
of the things we are working to improve. 

In this issue we will also welcome our new Board 
members and take a look at value for money too.

Marie Taylor Chief Executive
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THE QUEEN’S 
G R E E N  C A N O P Y

The Queen’s  
Green Canopy  
will create a network 
of individual trees, 
avenues, copses  
and whole 
woodlands in 

honour of the Queen’s service and the 
legacy she has built.

This will create a green legacy of its own, 
with every tree planted bringing benefits 

for people, wildlife and the climate,  
now and for the future.

Here at BCHA, we are going to  
support the Green Canopy by planting a 
tree at each of our schemes - Oak Way 
House, Charter House, Beadsman House 
and Maydenbury House.

If you’ve got any ideas about where  
you would like us to plant the tree  
where you live please do get in  
touch with us.
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PLANT A  
TREE FOR THE 

JUBILEE
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W E L C O M I N G  O U R  N E W  B O A R D  M E M B E R S

Good governance is really important to us at BCHA and we have 
recruited some new Board members to make sure that we have the 
right range of skills and experience to lead our organisation.

We are pleased to welcome Howard Smith 
and Christine Cox as our new resident 
Board Members, and Neil Topping and 
Richard Pettifer as our independent Board 
Members. In this article, a couple of our 
new Board Members talked to us about 
their experience and what joining BCHA 
means to them.

NEIL TOPPING 

Neil has a wide range of experience 
across a number of sectors and is a data 
expert who works with organisations to 

ensure that they adhere to regulations 
and work to protect their customers’ data 
in line with best practice.

Neil has worked in social housing, 
including at local housing associations, to 
lead their data compliance programme.

RICHARD PETTIFER 

Richard has extensive experience in social 
housing in leadership and customer-facing 
roles and currently works for Clarion as 
their Director of Customer Experience.

GOVERNANCE UPDATE
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Here at Bedford Citizens we are proud of our team and we are 
committed to supporting people to grow their careers with us. 

We’d like to introduce three of our Day 
Care Managers who have seen their 
careers flourish during their time at BCHA 
– here are their stories.

KYRA PENMAN 
Kyra, 20, has enjoyed 
successful career 
progression in the 
two years that she 
has been at Bedford 
Charter House

“I was brought up in Bedford and after 
leaving school I took a one-year course at 
Bedford College to study Health and Social 
Care and then took my first step on my 
chosen career ladder and applied for the 
role of Care Assistant role at Charter House.

The work was challenging, satisfying and 
varied and I knew that I had made the 
right decision but the best part was how 
I was encouraged and supported to take 
the opportunities BCHA offered.

In two years, I have progressed to Day 
Care Manager, overseeing a team of 
carers and managing the needs of more 
than 14 residents with various needs. My 
role involves shift handovers, speaking 
to doctors and health care professionals 
as required, hands-on care, medication 
rounds, updating care plans and pre-
assessments for new residents. 

No two days are ever the same and I find 
it incredibly rewarding to care for people 
and make their lives as comfortable and 
happy as possible. I enjoy the interaction 
with our residents, many of whom have led 
interesting lives and have lots of stories to 
tell. We learn so much from them.

Overall, my job is very rewarding, and 
BCHA are incredibly supportive. When I get 
home, I feel that I have achieved something. 
It’s a profession I would highly recommend 
and I look forward to the next steps.”

GROWING
OUR OWN SUCCESSteamO U R



DARIA MUSIAL 
Daria, 34, is from 
Poland and she first 
came to the UK nine 
years ago. Although 
she studied Hotel 
Management at 

university in Poland, she decided to opt 
for a complete career change when she 
came to England.  

“I came to stay with a friend in Bedford 
who said that BCHA were looking for 
a Kitchen Assistant. With my hotel 
background I had some experience and 
also it was a chance to work in a caring 
environment so I applied and got the job. 
It gave me the opportunity to interact 
with residents and within a few months 
I had moved out of the kitchen and 
become a carer. 

“I have taken advantage of the support 
and opportunities that BCHA offered 
and I am now a Day Care Manager on 
the Special Unit. I am ROSPA trained 
and studying for my NVQ 5. I supervise 
a team of senior carers and no two days 
are the same. This is a rewarding job and 
it’s where I want to stay. If each day I can 
make residents happy that makes me 
happy too.”

AGNIESSZKA 
BUDZYNSKA 
Agniesszka, 46, known 
as Aga, is also from 
Poland. She came to 
the UK 10 years ago 
and she worked in a 

flower factory for her first few years in 
the country.

“I was looking for a new challenge and 
opportunity and decided that a job 
in the care sector would be enjoyable 
and offer me the chance to work with 
people who need attention, support and 
care. My first job was in a nursing home 
and after a couple of years I moved to 
Charter House. During my time here I 
have been given lots of support and 
encouragement to help with my career 
progression from carer to senior carer 
and now to my current role as a Day Care 
Manager which I began in September. I 
am currently studying for my NVQ 3.

“I love pushing myself and learning 
new things and I am really enjoying the 
responsibility and challenges that this 
role offers in ensuring that our residents’ 
needs are our top priority. I also love 
spending time with our residents and 
taking part in our activities and doing the 
fun stuff. It all adds up to a varied and 
happy job where I really feel that I am 
making a difference for myself and others.
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authorR E S I D E N T

BCHA’s Own Resident Author –  
‘Secrets and Lives’ by Marilyn Freeman

Last year we introduced our very own 
resident author Marilyn Freeman from 
Bedesman’s House. Her first novel, Karma: 
A Mystery in Paris, took us to the heart of 
Europe’s most exciting city. 

Marilyn has now published her second 
novel, Secrets and Lives, which is a  
thriller based in the beautiful city of  
Bath, Somerset.

Marilyn loves to write about relationships 
and the interaction of differing 
personalities. In her latest book, she 
explores how decisions taken with the 
best of intentions can resonate down 
the years, often with unintended and 
sometimes tragic consequences.

In Secrets and Lives, we learn about 
Sophie, who lives a comfortable life  
with her family in Bath before discovering 
that her mother Joan gave a baby up  
for adoption forty years ago. 

She could have had no idea what effect 
that decision was to have, not only on 
her son’s life, but also on her own and her 
future family’s lives. Decisions made with 
the best of intentions sometimes result in 
unintended consequences, as in this case. 
So it is that, unfortunately, when Joan’s 
son re-enters her life without warning, he 
brings tragedy in his wake. 

For more information visit www.
spellbrooktales.com, facebook.com/
marilynswriting, or email Marilyn at 
inbox@marilynfreeman.org.
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surveyR E S I D E N T

Your views matter and hearing 
from you about the things that 
we do well and those things we 
could do even better is really 
important to us at BCHA.

To help us with this, we ran a resident 
satisfaction survey in September and 
through this you told us how things  
are for you and shared your ideas  
about how we can improve services.

YOUR FEEDBACK
Some of the things you said we do really 
well are value for money, listening to 
views, quality and safety of home and 
care and support.

Over 90% of residents in our housing for 
older people service were very satisfied 
that we provide you with a safe and 
secure home, with over 70% being very 
satisfied with the quality of your home.

We know that we don’t always get things 
right and some of the areas you said we 
could improve on include the maintenance 
service, social activities and recognising 
the impact the pandemic has had.

We have been using your feedback to 
develop a customer service improvement 
plan and this focusses on repairs and 
maintenance, making it easy to contact 
us and resident communications.

PRIZE WINNERS
As a thank you for taking part in the 
survey, everyone who took part was 
entered into a prize and there was a winner 
from each scheme. Our lucky winners were 
Mr Corder (pictured inset top),  
Jean Townsend (pictured inset bottom), 
Della Kemmenoe (pictured above),  
and Gary Doyle.

We will talk to you about the service 
improvement plan in a bit more detail at 
residents meetings and will also keep you 
up to date with progress on delivering the 
actions too.

VERY SATISFIED
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moneyVA L U E  F O R

Value for money is really important at 
BCHA, and it underpins the delivery of our 
vision and objectives. For us, it is about 
making the right choice between cost and 
quality to deliver the best services to our 
residents that we can.

If we can optimise value for money throughout the 
organisation, we can free up resources to invest in  
services for our residents and maintain your homes  
to the highest standards possible.

Some of the areas we have been focussing on this  
financial year include:

 � Procurement

 � Office overheads

 � Cyclical maintenance 

If you’ve got any ideas about value for money we’d love  
to hear from you so talk to a member of the team.

RESIDENTS 
MEETINGS
We are working on 
setting the dates 
for our forthcoming 
residents meetings  
for 2022.

We will be in touch 
with you as soon as 
the dates and details 
of the meetings are 
available.

In the meantime if 
you’re interested 
in finding out a 
bit more about 
resident involvement 
opportunities here at 
BCHA please contact 
Sharon Potter on 
01234 321400.

VIRTUAL 
RELATIVES 
MEETINGS
We will continue to 
offer virtual relatives 
meetings. To find out 
more about these and 
to arrange a meeting 
please contact 
Sharon Potter on 
01234 321400.



FEES REVIEW
C H A R T E R  H O U S E

ALL 
ABOARD: 
BOAT TRIP
Back in the summer 
the residents of  
Bedesmans and  
Maydenbury House  
enjoyed an afternoon  
on the river on the  
John Bunyan Boat.

It was a great 
opportunity to spend 
some time together 
and enjoy the river 
views and scenery.

“ The whole 
trip was very 
enjoyable 
and very well 
organised. 
Looking forword  
to the next one.”

Anne and Peter Jones 
from Maydenbury

reviewR E N T

The rent increase for Oak Way, Bedesman, Maydenbury 
and Houses will take place on 1st May 2022. We will 
write to you about this in March 2022. The rent increase 
is based on a Government formula and is based on the 
September cost of living increase plus 1%. In September 
2021 CPI was 3.1% so your rent will increase by 4.1%. 
Services charges are calculated differently the increases 
here are directly linked to costs of delivering the service. 
This means that if the cost to us increases above inflation 
then the service charge will go up more than inflation.

We will be sending you a rent review letter, which will 
give you some more information about the rent increase. 
If you would like to discuss your individual circumstances, 
please contact Sharon Potter on 01234 321400.

The inflationary pressures at Charter House include 
considerably more staffing costs than other schemes 
and so care home fees will rise in line with the costs 
relating to staff and fuel costs which are above inflation.

In most cases, the rent increases will take effect from  
1 May 2022. For residents of Charter House, residential 
care fees will increase from 1 April 2022.

Residents enjoying a Christmas lunch 
at Bedesman House
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Have you got your home insurance in place? If not, have a look 
at the My Home Insurance Scheme for tenants and residents to 
insure the contents of their homes.

The My Home Contents Insurance Scheme 
is a specialist insurance scheme provided 
by Thistle Tenant Risks. The policy covers 
the contents and personal belongings 
for tenants in social housing against loss 
or damage from specific events (for 
example, fire, theft or escape of water).

The My Home Scheme can cover most 
of your household goods and contents 
whilst in your home, such as furniture, 
TV, clothing, carpets, electrical items and 
general household goods. It does not 
cover property used or held for business 
or professional purposes. Full details 
of the policy cover and exclusions are 
available on request before you apply  
for cover.

The insurance also covers replacement 
of external locks if your keys are lost or 

stolen and the contents of your fridge and 
freezer (excludes damage caused if the 
electricity supplier deliberately cuts off 
the supply to your home). 

There are also additional cover options, 
which you can add to the standard policy.
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THISTLE
H O M E  I N S U R A N C E

CONTACT DETAILS 
General enquiries
 Monday - Friday 9am - 5pm
 0345 450 7288
 myhome@thistleinsurance.co.uk

Postal address 
Thistle Tenant Risks, Thistle Insurance 
Services Limited, Southgate House, 
Southgate Street, Gloucester, GL1 1UB 
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