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Welcome to our Summer Newsletter 

Welcome  to our summer newsletter! 

 

It has been a busy year for PCHA as we have been working hard to improve 
our services across the board. Bringing repairs back in house has been a 
steep learning curve for the team, so it has been pleasing to see resident 
satisfaction levels increase. While this has been really positive, we know that 
we are not where we want to be yet! We are constantly looking for ways to 
improve how we work and would welcome your ideas/comments. 
 

It has also been a challenging year for housing due to the level of political and 
economic uncertainty and, dare I say it, Brexit! This uncertainty is by no 
means over in the light of the current leadership battle, with the inevitable new 
cabinet and a possible General Election at some stage. We are also expecting 
a response from the consultation on the Government’s Green Paper on social 
housing in the autumn and we are anticipating some changes to happen as a 
result. We know, for example, that new consumer regulatory standards are to 
be introduced, which are likely to have a strong focus on complaints and 
health and safety. The Government is keen to see housing associations 
measure resident satisfaction in a more meaningful way, and so once the 
consumer standards are finalised we will carrying out a big resident 
satisfaction survey later in the year.   
 

The impact of the terrible fire at Grenfell 
Tower is understandably resulting in 
increased safety requirements, although 
these are primarily focused on tall 
buildings (over 18m). Whilst PCHA 
doesn't have any tall buildings, it is not 
just fire risk that is high on the agenda;  
we have had to make changes to how we 
manage health and safety generally, 
including electrical and gas safety. 



 

 

  

As part of this, we have introduced the GasTag system. 

GasTag allows every home with gas to be ‘tagged’ to an 

online platform, giving us live data on which properties 

are due to be serviced, letting us know as soon as a 

service is carried out, and enabling us to monitor the 

performance of the engineers on site. In short, it helps us 

manage the gas servicing programme more effectively 

and therefore improve the safety of our homes. To ensure gas checks are 

carried out in plenty of time, we would appreciate you working with us to allow 

access to your home for Clairglow’s engineers. 

In light of some of these challenges ahead, we are currently looking at our 

resources to ensure that we have the right team in place to tackle these and 

offer the best possible customer service to you.  

Last but not least, it is our 50th birthday this year and we are looking forward 

to celebrating with you over the next few months! We are producing a 50th 

booklet and short film and we are currently collecting resident stories about 

when they first moved in and the difference having a PCHA home has made 

to their lives. If you would like to feature in either of these, please let me know 

– you could be a PCHA star!  As you will read later in this newsletter, we are 

planning a residents’ summer picnic as part of these celebrations. We will also 

be showing our 50th birthday film with a film night (popcorn 

included!) towards the end of the year. 

Please do get in touch with me at karen@pcha.co.uk if 

there is anything in this newsletter that you wish to discuss. 

Karen 

Chief Executive 

Introduction from Karen 
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We’d like your feedback 

PCHA is committed to delivering excellent customer service to all our 

residents and so we have revised our Customer Service Standards. These set 

out the standards you can expect from us across our services. You will find 

the full set of proposed new standards on the leaflet enclosed with this 

newsletter, with a shorter summary here on the next page. 

We’d like to hear any feedback you may have on these Customer Service 

Standards.  

Contact Karen on 020 3434 5331 or by email at karen@pcha.co.uk. 

In particular, let us know: 

 Do these standards meet your needs?  

 Do they match what you would expect from PCHA? 

 Is there anything missing? 

Our Customer Service Standards 



 

 

We aim to provide homes and services we can be proud of. Our 

customer service strategy is based on three key strategic objectives: 

 To provide excellent customer service and best value for residents   

 To proactively seek, and respond to, residents’ feedback and 

complaints 

 To treat residents as individuals and work positively with them to 

sustain tenancies. 

The following values and behaviours underpin 

these standards: 

 We will communicate in an open, honest and transparent way – no 

jargon! 

 We do what we say we will and keep our promises 

 We are people focussed and aim to tailor our approach to the needs of 

individuals, being responsive and flexible in our approach 

 We strive to be proactive, solution orientated and go the extra mile  

 We are accountable for our decisions and take responsibility for our 

mistakes 

 We behave in a respectful, fair-minded and non-judgemental way 

 We value the individuality and diversity of our residents and 

communities  

 We are inclusive in the way we work and provide fair and equal access 

to our services 

 We aim to build positive relationships with our residents. 

Our Customer Service Standards 



 

 

 

EVENTS 
PCHA Office Open Day 

We’re holding a special open day on Monday 12th August for residents to 

visit our office and chat to our team. We’d love you to join us! Tea, coffee 

and treats will be available.  

 

Monday 12 August, 3pm to 6pm 

PCHA office at 99 Maple Road, 

Penge, SE20 8LN 

 



 

 

2019 is PCHA’s 50th birthday, and we’re planning several events to 

celebrate. The first is a residents’ summer picnic on Saturday 14th 

September, to which you are invited! We’ve booked a fabulous venue – 

upstairs at the new Brown & Green Life café in Crystal Palace park. 

We’ve yet to work out the details, but we can tell you there will be plenty of 

food and drink on offer, and entertainment and games for both children and 

adults – including circus skills and giant Jenga!  

You will receive an official invitation in the post as soon as we have finalised 

the arrangements. 

For now, save the date! 

Saturday 14th September,  

1pm to 4pm 

Upstairs at the Brown & Green Life 
Café, Crystal Palace Park 

 

 

EVENTS 
50th Birthday Summer Picnic 



 

 

As most of you will be aware, Universal Credit is a single payment that replaces 

various other forms of benefit you may be receiving, including Housing Benefit. It is 

being introduced gradually across the UK. 

If you are currently claiming benefits and your circumstances don’t change, you will be 

moved over to Universal Credit some time between now and March 2022. You don’t 

need to do anything until you hear from the DWP. But if you are making a new 

benefits claim or reporting a change in circumstances, you will need to apply directly 

for Universal Credit. 

Here are some tips and important points to remember as you apply for or switch over 

to Universal Credit. 

1. We are here to help! 

If you need help applying for Universal Credit or 

have any concerns, please contact us. We can make 

an appointment for you to come into our office so we 

can help you with the application process.  

Applications for Universal Credit need to be done online, so if you don't have access 

to the internet, you can also make an appointment with us to use a computer here in 

the office. 

2. You will be responsible for your rent payments  

Unlike Housing Benefit, which is paid directly to us, you receive your Universal Credit 

payment as a single sum into your own bank account. From this, you need to pay us 

your rent and manage your other expenses. This means budgeting is essential. The 

best approach can be to set up automated payments such as a standing order with 

your bank to pay your rent on a set day each month, and direct debits to pay your 

bills. Please contact us if you 

would like more information on 

options for paying your rent.  

 

Universal Credit 



 

 

3. Universal Credit payment is in arrears, but your rent is due in advance 

Like Housing Benefit, Universal Credit is paid at the end of the month if relates to (for 

example, a payment for July would be paid towards the end of July). However, as per 

your tenancy agreement, your rent payment is due in advance. So, as you apply or 

switch over, your rent payments may need to initially come from other sources than your 

Universal Credit payment to avoid getting into debt. Please contact us if you are having 

difficulties with this and we can make an affordable arrangement for you to catch up. 

4. Universal Credit payments will go up and down 

Your Universal Credit payments depend on what you are earning, so the amount you 

receive from month to month may vary. Again, this means budgeting is vital, and in 

some months you may have to pay more of your rent out of your own earnings. Getting 

ahead with your rent when you can is one way to ‘buffer’ any changes in the payments 

you receive. 

5. Support 

Remember – if you have any concerns, or need help or support, please contact us. Our 

details are on the back of this newsletter.  

Here are some other sources of support that you may find helpful: 

 Universal Credit helpline: 0800 328 5644   

 Bromley Citizens Advice – 4 South Street Bromley BR1 1RH - Tel 0300 3309 039 

 Anerley Citizens Advice – Anerley Town Hall SE20 8BD (for residents of Anerley 

and Penge only). Drop-in times: Monday 10am–12.30pm, 

Thursday 10am–12.30pm. 

If you would like a leaflet with a full explanation of 

Universal Credit, how it works, and how to apply, please 

get in touch with us. 

Jennifer 

Tenancy Services Manager 

A Reminder – and Tips 



 

 

 

Meeting our targets! 

I’m happy to report that 100% of our repairs in May were completed on time 

(based on our targets for emergency, urgent and day-to-day repairs). Even 

better, we achieved a 100% satisfaction rate from the repairs satisfaction 

surveys we received back from residents. 

Please do keep returning your repair satisfaction forms, as your feedback is 

really valuable to us. You could win £50 cash if you return yours – all 

completed forms that we receive will go into a monthly prize draw! 

Our handyman service 

Many of you will have seen our handyman 

Mark Stenning (“Handy Mark”) out and about. 

Mark carries out various tasks, including 

maintaining our communal areas and 

carrying out compulsory fire alarm testing and 

emergency lighting testing. So don’t be 

“alarmed” if you see him around!  

We’re currently working on introducing an 

extra handyman service for residents where 

Mark could carry out minor tasks or 

adaptations at a discounted price to you. 

These could be tasks like putting up a shelf, 

replacing a toilet seat or putting up a curtain rail – things that generally fall 

under your responsibility according to your tenancy agreement. If you have 

any ideas or feedback on this, I’d love to hear from you – contact me at 

mark@pcha.co.uk or on 020 3434 5335. 

 Repairs Update 



 

 

Reminder – rubbish in communal areas 

We’re unfortunately seeing an increase in 

rubbish being dumped in communal areas. 

As well as an eyesore, this can be a serious 

health and safety issue. Each time we have 

to remove rubbish or discarded items from a 

communal area, a minimum of £25 is 

charged back to the block or property 

concerned, and this will go into the service 

charge for the following year. In other words, you and your neighbours will pay 

for it! So, please make sure that all your rubbish is placed in the bins provided 

for your block, and if you see someone dumping rubbish of any kind, let us 

know so we can address it and keep costs down for all.  

Barbecues 

Lastly, another reminder. If you’re planning a barbecue in your communal area 

this summer (including communal gardens, paths and car parks) please be 

mindful that the smoke and smell can cause a disturbance to your neighbours. 

For this reason, make sure you have the agreement of all the residents in 

your block beforehand, and be considerate of your neighbours. 

 

 

Mark Knight 

Maintenance & Contracts Manager 

Repairs Update 



 

 

At PCHA we recognise the importance of mental health and the impact poor 

mental health can have on an individual, including our residents. 

Mental health challenges can range from the most commonly experienced 

symptoms of stress and anxiety, right through to more complex mental health 

conditions such as depression, bipolar disorder, schizophrenia and obsessive 

compulsive disorder. It’s estimated that 1 in 4 people will experience some 

kind of mental health problem each year. 

It is our priority to support all our residents to help them sustain and manage 

their tenancies. This includes being aware of the potential impact of mental 

health challenges, treating each person as an individual and having a flexible 

approach. We want to ensure that we offer support first, and tenancy 

enforcement second.  

To better support residents who may be experiencing mental health 

difficulties, we have set out a new Mental Health Strategy. You will see this on 

the next page. We would like your feedback on this. If you have any 

comments or suggestions please contact Karen on 020 3434 5331 or 

email karen@pcha.co.uk.  

 

 

Our Mental Health Strategy 



 

 

Our Mental Health Strategy  

We will: 

 Train staff to identify mental health issues and have the confidence to 

deal with them. 

 Encourage residents to talk about any difficulties they face so that we 

can better support/signpost them. 

 Signpost residents to appropriate support agencies wherever possible. 

To do this we will develop better links with local agencies. 

 Provide regular wellbeing events/activities for residents. 

 Raise awareness of mental health issues and support services locally in 

the residents’ newsletter and on the website. 

 Carry out a risk assessment before embarking on any legal action and 

ensure residents are signposted to advice agencies once legal action 

has commenced. 

 We’d Like Your Feedback! 



 

 

 

Did you know that we have a resident participation fund available? You can 

apply for money from this fund for projects or events that could benefit 

other PCHA residents as well as yourself.  

 

For example, you could apply for funds to: 

 Plant flowers in empty or unused 

flowerbeds in a communal area 

 Buy a bench or seating for your 

communal area 

 Organise a residents’ meeting, get-

together or Christmas party (e.g. funds 

for hiring a venue or buying food) 

 Any other project that can improve the 

living environment or benefit other 

residents in your block or local area. 

 

If you have a project or event in mind that you think would be eligible for 

funding, please do get in touch with us. Email housing@pcha.co.uk or 

call the office on 020 8659 3055. We look forward to hearing your ideas! 

Resident Participation Fund 



 

 

August  

Balmy  

Barbecue 

Beach 

Camping 

Cricket 

Dandelion 

 Z  S H F I M  C S T R A W B E R R I E S Q 

 B  X A E  B S W E Z C W X A S B K  H E W P 

 N  P B E A  E H Z V Q W A L K I N G N I C 

B M W E X T D A S C C A M W  R A C W M M 

A A  F F A B W X D E L Y  Y U  Z Q S P M E 

U H H B Y C B A Q E D I W J U P A T I O 

G X N A T T H K V U S Q L H X Q N T N U 

U U X R W L  R A Q E J J L Y I L D Y G T 

S F Y B P T R G K K A P I C N I C U U D 

T F F E W T R  R  R E Q R S  T N L A K L O 

E W M C E M Y  H T P T R S O X T S  R  R O 

Q B P U G Q G D J  P K B I I  X J  T Y Q R 

 X I C E C R E A M F P L J  I J  Y  L S B S 

C L R Q V C J  K R L  E L S T W L  E O L L 

A P I M I I P S  K  D J  R P K E H  H L P  O 

M P C M T I R Q N S E R D  J N N M S K   I 

P S K Y U Y  R A X W J  N R Q P J  N T K   I 

I G E U J Y D W O Y Z D I X U O   I I K   R 

N P T B B H O L I D A Y H N T W  I C S S  

G M P  J T  Y F T  P E Y O M J  G Z  T E O O 

Have a go at our summer wordsearch! Can you find all 25 summer-
related words? They can be found running horizontally, vertically or 
diagonally in the grid. 

Flowers 

Gardening  

Heatwave 

Holiday  

Ice cream 

Iced tea 

Outdoors 

Patio 

Picnic 

Sandcastle  

Shades 

Solstice 

Sunbathe 

Swimming  

Strawberries 

Tennis 

Travel 

Walking 

Summer Wordsearch 



 

  

Contact Us 

 

 

General:  

020 8659 3055 

housing@pcha.co.uk 

 

Repairs:  

020 3434 6789 

repairs@pcha.co.uk 

 

To report a health and safety issue:  

020 8659 3055 

healthandsafety@pcha.co.uk 

 

www.pcha.co.uk  


