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Welcome to our Spring Newsletter! 

Introduction from Karen 

Spring is a time for renewal and growth and as 

the days get longer and the sunshine arrives, I 

think most of us feel a real sense of enthusiasm 

and energy. At PCHA we are no different and we 

are excited about the year ahead. There has 

been a lot of change over the past year or so and 

within the last 12 months we have brought our 

repairs back in-house and refurbished our office. 

These have both proved very successful and now we are looking forward to 

making further improvements to our service in 2019–20. With an                 

ever-changing environment there will be some challenges ahead, but we want 

to work with you to ensure we get the basics right!   

One of our key priorities for this year is to ensure that we are making the best 

use of our assets and to look for opportunities to develop new homes to help 

local people find safe and affordable homes – the housing crisis in London is 

very real and we want to play our part in addressing this. 

We are also excited to be celebrating our 50th 

birthday this year and we are planning a big 

PCHA BBQ this summer, so watch this space! 

See more details on how you can contribute to 

our celebrations on page 12 of this newsletter.  

 

Karen 

Chief Executive 



 

 

 PCHA’s Corporate Objectives 2019–20 

Our Services 
To provide homes and services we can be proud of 

 To develop a broader range of homes and services to meet the needs of the 
people in our community 

 To provide excellent customer services and best value for residents   

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

 To deliver an excellent and proactive repairs and maintenance service 

 To treat tenants as individuals and work positively with them to sustain their 
tenancies where necessary. 

 

Our Business  
To be a modern, strong and forward-thinking business 
To grow the business and develop new homes and services 

 To be financially strong and ensure we have the resources to deliver our vision 

 To safeguard, and make the best use of, our assets and resources 

 To respond positively to change and adapt effectively to changing markets and 

needs 

 To ensure our business reflects modern ways of thinking and working 

 To make sound business decisions, taking appropriate risks to grow the business  

Our People  
To value and invest in our people and partnerships, creating a culture of 
collaboration and shared accountability 

 To develop the staff and board team to ensure the business is well governed and 

managed 

 To be a good employer that supports, engages and manages staff, with clear 

expectations on both sides 

 To have a clear performance framework that supports excellence and drives 

performance  

 To work collaboratively and develop effective partnerships to help us further our 

objectives. 



 

 

PCHA’s Tenant Welfare Fund: Could You Benefit? 

Many of our tenants are in low-paid jobs or in receipt of welfare benefits, 

meaning it can be a struggle to make ends meet. In particular, saving money 

on a regular basis to fund unexpected expenses, for example replacing bro-

ken down household appliances such as washing machines or cookers, can 

be very difficult. 

The good news is that in some circumstances, PCHA may be able to help. 

We have a very small Tenant Welfare Fund made up of donations from the 

local churches and money allocated by PCHA each year.   

Tenants who receive funds from this account do not have to pay it back. It is 

a one-off grant to help them overcome a difficult financial situation. To suc-

cessfully apply, tenants are expected to demonstrate that their need for the 

fund is genuine and that they are unable to meet the cost of their request 

themselves without falling into further financial hardship. 

To apply for a grant, please contact a member of the Tenancy Services 

team at PCHA on 0208 659 3055 and ask for an application form.   

In addition to the above, there are a few external organisations that can  

provide financial help to tenants. 

 

Tenant Welfare Fund 



 

 

EDF Energy Trust can help clear domestic gas and electric debts owed to 

EDF Energy by their customers and provide funds to purchase household 

items such as washing machines, cookers. Details on how to claim can be 

found on their website: www.edfenergytrust.org.uk. 

British Gas Energy Trust can help families and individuals experiencing 

hardship who are struggling with gas and electricity debts. Both customers 

and non-customers can apply. You will need to be able to demonstrate that a 

household member is suffering from a severe health or life-changing condition 

which has led to the build-up of the energy debt. Details can be found at 

www.britishgasenergytrust.org.uk. 

Thames Water Trust Fund aims to help customers of Thames Water who are 

in difficult circumstances and who cannot afford to pay for essential household 

items such as a washing machine, cooker, fridge, freezer, bed, essential 

household bills or other costs. Details can be found on their website on 

www.twtf.org.uk. 

Bromley Trust is an organisation based in Community House in South Street. 

The Trust is small with the specific aim of providing things like furniture, white 

goods, carpet and repairs for elderly tenants living in Bromley. Details can be 

found on their website at www.bromleytrust.org.uk. 

If you wish to research these funds and do not have 

access to the internet in your home, try your local 

library or arrange to use one of the computers in the 

PCHA office by appointment.  

Jennifer 

Tenancy Services Manager 

Tenant Welfare Fund 



 

 

 

Satisfied customers 

I am pleased to report that we have maintained a very good 

satisfaction level with our repairs in the first quarter of 

2019. We continue to score above 90% satisfaction levels 

on your repair satisfaction forms. Thank you to everyone 

who has given us feedback so far – we love to hear from 

you. 

We need your feedback – keep sending it in 

It’s important to us that we get it right when it comes to repairs, so that you 

continue to have a safe and comfortable home. To help us understand what’s 

going right – and what’s going wrong! – please do complete and return your 

repair satisfaction form. 

Win £50! 

From April, we will be introducing a new incentive to fill in your form. Each 

month, all completed repair satisfaction forms that we receive will go into a 

draw. At the end of the month, we will pick out one of the completed forms at 

random and that person will win £50. So be sure to fill yours out and return it 

to us, as you could be the winner! 

 

Mark 

Maintenance & Contracts Manager 

Repairs Update 

http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjJ-OCu7fvSAhUGMBoKHZ4CCIcQjRwIBw&url=http%3A%2F%2F30daystox.com%2Fright-tools-arent-enough%2F&bvm=bv.150729734,d.ZGg&psig=AFQjCNG_KdfEV3rNvVOG5LBW1ZRE8E3ElQ&ust=


 

 

A new Health & Safety email address 

We have set up a new email address specifically for health 

and safety concerns. If you need to alert us to a health and 

safety concern in or around your property or communal area, 

please email healthandsafety@pcha.co.uk. Any concerns 

raised to this email address will be inspected within 1 

working day.  

Other News... 

Gardening competition! 

We are looking for green-

fingered residents who create 

beautiful gardens, no matter how big or 

small, to enter our competition for the 

best garden. The winner will receive 

£100 in Homebase vouchers. 

Our Customer Service Standards 

We are reviewing our customer service standards 

and would like to know what matters to you so we 

can get these right. If you would be willing to work 

with us on these, either by attending a meeting or by 

commenting by phone/email, please let Karen know 

– email karen@pcha.co.uk or call the office. 



 

 

 

The National Housing Federation (NHF), the membership body for housing 

associations in England, has drawn up a plan called ‘Together with Tenants’. It 

was created in recognition that while housing associations have a strong 

commitment to engaging with tenants and residents, they don’t always get it 

right! ‘Together with Tenants’ aims to build a stronger, more balanced 

relationship between tenants and residents and their housing association 

landlords. 

This plan includes a charter that housing associations can sign up to. It 

consists of 8 commitments that tenants and residents have told the NHF they 

have the right to expect, regardless of their landlord or where they live. We 

would like your feedback on this charter. 

The 8 commitments are as follows: 

1. Every resident has the right to be treated with respect. 

2. Every resident has the right to a decent, safe home and quality service. 

3. Every resident has the right to be listened to and have their view heard on 

decisions that affect their community, home and the services they receive. 

4. Every resident has the right to know how the organisation is run, how 

decisions are made, and how they can get involved. 

5. Collectively, residents have the right to influence decisions that affect their 

community, home and the services they receive. 

6. Every resident will have simple, clear and accessible routes for raising 

issues, making complaints and seeking redress. 

7. Every resident will receive support and advice when things go wrong or 

their expectations aren’t met. 

8. Every resident will have access to the information they need to make 

informed decisions and hold their landlord to account. 

Together with Tenants 



 

 

At PCHA we aim to meet these commitments in any case, and so we are  

happy to sign up to this charter. However, we want to know if you, our  

tenants, feel this reflects your expectations. Please get in touch with your 

views. You can email Karen at karen@pcha.co.uk or call the office on 020 

8659 3055.  

Together with Tenants 



 

 

Following the tragic fire at Grenfell Tower, housing associations have faced a 

number of questions about their relationship with their residents. The 

conversation between Government ministers and a number of tenants 

following Grenfell exposed some real differences in how people feel about 

living in social housing and these views fed into the Government’s Green 

Paper on Social Housing.   

The Green Paper is structured around five 

themes: 

1. Ensuring homes are safe and decent 

2. Effective resolution of complaints 

3. Empowering residents and strengthening 

the regulator 

4. Tackling stigma and celebrating thriving 

communities 

5. Expanding supply and supporting home 

ownership. 

The Green Paper addresses a range of issues that affect housing 

associations, on issues such as safety, supply and the stigma of social 

housing tenants. At its heart, however, is a desire to rebalance the relationship 

between social housing tenants and their landlords – looking at issues such 

as complaints procedures, transparency and accountability. The Green Paper 

set out proposals of how these issues could be addressed and, following 

consultation, we are now awaiting the White Paper that will undoubtedly set 

out some big changes (and new legislation) for social housing over the next 

year or two…. So watch this space!! 

 

Green Paper on Social Housing 



 

 

PCHA values the relationship we have with our residents and we welcome 

many of the suggestions in the Green Paper.  We know that we do not 

always get things right and in order to build a stronger relationship with our 

residents going forward, it is vitally important that we operate in a way that:  

 Values the voice and experience of our residents  

 Is open and transparent in terms of how we act and share information  

 Welcomes challenge and is honest about where we need to improve.  

Let us know what you think 

To do this, we need to be properly connected to 

our residents and have a clear understanding of 

how the homes and services we provide are 

experienced by our residents. We cannot do this without your help.   

We want to know: 

1. What would help you hold PCHA to account? 

2. What would help you understand how PCHA is performing? 

3. How could we ensure that we take your views into account? 

Please contact Karen on karen@pcha.co.uk if you 

would like to comment on the above questions. 

Additionally, we will be holding a Performance 

Review meeting in June where you can hold us to 

account and scrutinise our performance over the last 

year. Please contact us to register your interest.  

Green Paper on Social Housing 



 

 

 

 

 

 

 

 

 PCHA’s 50th Birthday 

2019 is our 50th birthday!  

To mark the occasion – and in response to the government’s Green Paper on 

tackling the stigma of social housing – we would like your help to produce a 

booklet that tells some positive stories about social housing (and hopefully 

PCHA) and the difference it can make. Please get in touch with Karen if you 

would like to share your story. Some of our staff will be sharing their experience 

of living in social housing too.  

Contact Karen at karen@pcha.co.uk to share your story. 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our Team – Who Does What 

Karen Cooper – Chief Executive 

Contact Karen on our general office number – 020 8659 3055 – or by email at  

karen@pcha.co.uk. 

Housing 

Our Housing team looks after tenancies and tenancy-related queries, tenants’ welfare, 

and manages rental payments and arrears. Contact the Housing 

team on 020 8659 3055 or email housing@pcha.co.uk. 

Jennifer Duberry – Tenancy Services Manager 

Danuta Evans – Customer Services Officer (Tenancy) 

Repairs & Maintenance  

The Repairs & Maintenance team looks after repairs and day-to-day upkeep of our  

properties. Contact the team on 020 3434 6789 or repairs@pcha.co.uk.  

Mark Knight – Maintenance & Contracts Manager 

Natalie Ions – Maintenance Officer 

Mark Stenning – Maintenance Operative 

Finance 

The finance team looks after our accounts and makes sure our contractors are paid on 

time. You can contact Finance on finance@pcha.co.uk.  

Darren Eade – Head of Finance & Corporate Services 

Cassandra Barns – Finance & Corporate Services Officer 

Here’s a reminder who we all are and how you can contact us. 



 

 

 

 

 

 

 

 

 

 

I have been working in social housing for nearly 30 years and I still believe 

passionately that the work we do makes a real difference. I came into the 

sector because I was homeless when I was pregnant with my daughter, 

Lauren,  in 1986 and without the support of friends who let me sleep on 

their sofas I may well have found myself sleeping rough.  I count myself as 

very lucky as I didn’t have to suffer that ordeal and I now have a wonderful 

daughter and a career I love. However, I know that without the foundation 

of a safe and secure home this would not have been possible. I lived in  

social housing for four years whilst I got my degree (bouncing a baby in 

one hand and writing essays with the other!!) and those years gave me the 

security I needed to build a home, career and life. 

Over the past four years, alongside being the proud Chief Exec of PCHA, I 

have been the Chair of Evolve Housing and Support, a charity that 

works tirelessly to end the cycle of homelessness in London. There are 

160,000 homeless people in London today and 80% of people of these 

have mental health issues. In 2019 this is a travesty as nobody should be 

sleeping rough; a safe home is an essential not a luxury! Evolve provides 

safe, quality accommodation and support to help vulnerable individuals   

rebuild their lives and move on to live positively and independently. 

Evolve Sleep Out 2019 



 

 

On the 24th March I gave up my warm and cosy bed and took part in Evolve’s  

Sleep Out 2019 in Boxpark Croydon. The Sleep Out was an amazing event 

that raised over £60,000 to raise funds to help homeless people off the streets 

and into positive, independent lives. I raised nearly £1,500, although I was 

beaten by my daughter who raised over £1,600! There is no way that one 

night enabled me to understand the challenges people face living on the 

streets but, with my background, I do understand the necessity of having a 

home to call my own. More importantly, the money raised will help people 

rebuild their lives and move on.   

Whilst PCHA doesn’t work at the sharp end of homelessness, we do work 

closely with Bromley to tackle homelessness in the borough. Each home we 

provide helps a family to live the life they want in a safe and affordable home 

and we work together with our residents to sustain tenancies and prevent 

further homelessness.  We are passionate about creating homes and services 

we can all be proud of  and we are currently working to develop more homes 

to prevent homelessness in our community. 

 

Karen 

Chief Executive 
 
 

Evolve Sleep Out 2019 



 

  

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  


