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To report a repair,  
 call Mears on:  
0800 056 7068

For gas emergencies, 
call Smith & Byford  
on: 0800 169 7703

Call CCHA FREE 
on:  0800 054 6710

Visit: www.ccha.biz

A warm welcome to our readers
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WELCOME & CONTENTS

Charlene Grant 
Communications & Marketing Officer

Introducing our new parking control company 
– Parking Control Management (UK) Ltd
Our contracts with UKPC 
have ended and we have been 
phasing in a new parking 
enforcement company –  
PCM (UK) Ltd. 
For CCHA estates with parking control, you will have started to receive 
letters from PCM Ltd and us about the new arrangements, new permits 
and signage in car parks changing.

If you do not have this service but would like to know more, please 
contact us on: 0800 054 6710.

You can now send self-enforcement photos directly to PCM through 
their app (available on both apple and android devices).

For ticketing and permit enquiries, please contact PCM (UK) Ltd  
directly on: 01753 512603  Email: info@pcm-uk.co.uk 
Web: www.parkingcontrolmanagement.co.uk

Hello and welcome to the Autumn edition of cchatzone.
It has been a very busy year with just two months left; we wonder  
where the time has gone.

In this edition, as Autumn has settled in, we celebrate the successes 
of our 50th year of providing homes and services for our residents,  
we congratulate residents who have turned 50 this year, as well  
as provide advice and guidance on staying safe in the event of a fire.   

We have had a shake-up of our kidz / competition page, which is located 
on the back page of the newsletter. We hope you enjoy it and most 
importantly, good luck if you decide to enter the competition!  

If you have any suggestions or stories 
for future editions of cchatzone,  
please contact me at:  
charleneg@ccha.biz 



Save the Date: Residents’ Open Day 2018
We’ve listened to our residents and will make the following  
changes to make your Open Day even better:

• We have moved the Open Day to an earlier date to avoid the  
Easter holidays.

• We will also be allowing more time for residents to ask questions 
by no longer holding the presentations in the board room.

• We will use more of the office space to allow for increased interactions. 

Annual favourite: Residents’ Open Day 

We’re Growing! 
Dillon Court  We have almost finished completing our first shared ownership 
scheme, Dillon Court, which is located in Sutton. Dillon Court has been designed 
specifically for over 60’s and has one- and two-bedroom apartments. The homes 
are available with Shared Ownership, a part buy-part rent scheme, which allows 
you to buy a share in a brand new home whilst paying a subsidised rent to CCHA 
on the remaining share. Dillon Court is due to be completed before the year is 
out, and the new development will provide a total of 50 homes.

If you’d like to find out more, please contact Orbit Homes, our development 
partners on: 0845 600 4072 or via email at: homes@orbit.org.uk

Montacute Road  We have recently purchased a site at Montacute Road, 
New Addington. This will be a development of nine apartments, comprising  
one-, two- and three- bedroom homes for shared ownership. This development 
will be due for completion late next year. 

Dillon Court,  
Sutton: our  
first shared  
ownership  
scheme is  

nearly  
complete

SAVE
THE DATE
24th April

2018

98% of residents
said the event was
either good or excellent

To find out more 
about what goes 
on at our Open 
Days, take a look  
at page 5. 
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COMING UP



 

We have housed 
over 100 residents 
this year (Jan-Oct)

16 residents
also celebrated their
50th birthday this year

113 residents
attended our 
Open Day

A celebration of differences  
thanks to ‘H.E.A.R the runway’ 
CCHA resident Tanya Gabrielle organised a fashion 
show, which showcased the various talents the local 
deaf community has to offer. Tanya gradually became 
deaf by the age of eight and has been determined to 
create a positive platform to celebrate differences and 
break down barriers. 
We caught up with Tanya Gabrielle to find out more about the 
show and what she has in store for the future: 

When did you first show an interest in creating a fashion 
show for the deaf community?  I wanted to create a socially 
fashionable and creative environment for the deaf community  
in light of Nyle DeMarco who became the first deaf model to 
win America’s Next Top Model. My research showed that  
there was no other event of this type in the UK.

Why is the show important?  It is important to break 
down the barriers and provide the deaf community with an 
opportunity to work in a creative environment as either a 
fashion designer, make-up artist or model. This is an  
exciting concept to bring both the deaf and hearing 
communities together!

Was the show a success?  Yes! There was a good 
turnout (150 people) and we had excellent feedback 
from participants, organisations and schools. The 
sponsors (Croydon Partnership/Westfield) said it was 
one of the best community events that they had ever 
attended. The sponsors then emailed the next day 
offering a package to run the event again next year  
in the shopping center with their support.

What are your future plans?  I plan to take up the offer but I am currently 
seeking full time work to ensure that all my priorities and bills are met without fail.  
This fashion show (which is non-profit) has the potential to develop into a 
successful show as many of the organisations are keen to collaborate and  
participate in the next event. I am very proud of what I have achieved in  
organising this event and it has been successful beyond my expectations!

We would like to 
wish Tanya all the 
best in her future 
endeavours and 

hope the next 
event goes well.

Happy
to our I6 residents who also
celebrated their 50th birthday this year
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RESIDENT SPOTLIGHT

Roaring success:  
Tanya’s event was  

well received



 

50 Years of CCHA

Would you like to share your fondest memories  
of CCHA over the years? 
We will publicise your comments on our dedicated  
50th Anniversary website page. Please contact  
Charlene Grant, Communications and Marketing  
Officer on: 020 8633 8734 or charleneg@ccha.biz

We have housed 
over 100 residents 
this year (Jan-Oct)

16 residents
also celebrated their
50th birthday this year

113 residents
attended our 
Open Day

97% of residents
found the information 
they received useful

97% of residents
felt listened to by the 
staff they spoke to

Success:  
our residents 

found the  
day useful  
and would  

come again
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50th ANNIVERSARY

As we approach year-end,  
we thought it would be nice to  
take a look back over our  
50th Year Celebrations…

We began our 50th Anniversary celebrations  
in January at the Braithwaite Hall where we  
had a showing of the ‘Cathy’ performance,  
a modern day re-staging of ‘Cathy Come Home’,  
a powerful film about homelessness which  
originally aired in 1966, the year that  
most Housing Associations were born.

Watch the Braithwaite Hall event video  
on YouTube (scan the code to the right).

On the 27th April we held our biggest  
Residents’ Open Day to date with  
113 residents in attendance, of which  
43 had never attended before. 

We’re pleased to share some comments we received on the day:

    ‘Positive chats with everyone.’
‘It was very useful putting faces 
   to names, thank you for  
      a good morning.’

‘Enjoyed, friendly,  
    will come again.’



Endless fun:  
Smiles all round for our CCHA Kidz

School’s Out Triumph
For the seventh consecutive year, CCHA, in  
partnership with Elevating Success, ran the  
annual ‘School’s Out’ holiday programme.
In July and August 2017, 31 young people aged 7-15 
attended daily from 10am - 4pm experiencing  
a wide range of activities and outings.

This year, the programme was extended from  
three weeks to four, following feedback from the  
young people and their parents in previous years.

Why is ‘School’s Out’ so important  
for the CCHA community?

For our young people:
• Attendance increases confidence and social skills 

• It enables physical activities and experiences 

Our CCHA Kidz had something to say!

All the activities were fun and 
exciting, and I really enjoyed 
orienteering  Bria, 9 
If I didn’t have this programme 
to go to, I’d be at home in bed 
doing nothing  Brooke, II 
Everything is more fun if you’re  
motivated and I’m always  
motivated for this club  Josh, II 
Friendship is key and I always  
make new friends  Riya, II
It was a fun experience that  
I’ve never had before  De’Char, II
I faced my fears by going on  
a rollercoaster  Esther, 9 

Parents benefit too: The free summer holiday 
programme provides parents with a childcare 
resource for those working or seeking employment. 

The parents also had something to say!
This is our first year with CCHA and we are very new 
to the area. Until this scheme, my son has worried 
constantly about how to meet new friends outside 
of school. He has now made many! Natalie  

I have recently become self-employed and finding 
childcare is hard. This programme has allowed 
me to concentrate on getting my business up and 
running, and it also reassures me to know my son 
is socialising with others and engaging in positive 
activities in a safe environment. Charmaine

My daughters can take part in different activities 
that they’ve never done before and that I would 
not usually be able to afford. Nakimera

My children have been able to take part in activities 
with other children, which is very important from a 
social viewpoint. It helps increase their confidence and 
brings them out of their shells. Thank you. Dionne
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COMMUNITIES & GOOD CAUSES



Personal Safety Awareness Day
CCHA, in conjunction with The Suzy Lamplugh Trust, are 
promoting ‘Personal Safety Awareness Day’, which took place 
on the 5th October. This event is held every year and aims to 
raise awareness of simple ways to keep safe and avoid  
violence, helping you feel more confident and safe in our society.  
We are letting you know about this 
because ultimately personal safety 
is something we should all be 
aware of in our day-to-day lives.

This year the focus of the 
campaign is on personal safety 
and taxi licensing. There is a 
concern that the safety checks 
carried out before drivers get 
a license are inadequate. 

Making sure your taxi is legal
Don’t use a taxi if:

• the driver appears to be under  
the influence of alcohol

• the vehicle is in a state of disrepair
• the vehicle is not displaying taxi 

licence signs in the windows
• the driver has no ID badge

Booking a taxi
If booking a taxi, confirm on its 
arrival that the taxi is for you by 
checking the driver knows your 
name and destination.

You should also always:
• try to pre-book at busy times or 

if you have special requirements, 
including use of a wheelchair

• ask how much the fare is likely to 
be (if the taxi has a taximeter, the 
exact fare will not be known until 
the end of the journey) 

• check the fare card displayed 
in the taxi against the taximeter 
reading (where there is a 
taximeter) to make sure the fare 
you are charged is right

• wear your seatbelt

The Trust was created by the parents of Estate Agent Suzy Lamplugh 
who disappeared in 1986 and has never been found. Their mission 
is to make people aware of the importance of personal safety.

Reading her story will really bring home just how 
important being aware in our day to day lives  
really is. To read about Suzy’s story, log on  
to: www.suzylamplugh.org   
or scan the QR code.

Charity News
CCHA staff members participate in many events and  
campaigns throughout the year to help raise funds for charity.

This year we have taken part in:

Cancer Research Race for Life 5km and 10km walk

Marsden Cancer Charity March 22.5km walk 

CRY (Cardiac Risk in the Young) London Bridges Walk 10km 

St Christopher’s Hospice Walk 10km

Cancer Research Shine Walk 21km through the night 

Jeans for Genes Day helping children with genetic disorders

Wear it Pink Day in October, for Breast Cancer Now

We have raised over one and a half thousand pounds so far in 20I7!
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COMMUNITIES & GOOD CAUSES



Fire Safety at CCHA
We would like to express our sadness regarding the tragedy that took place at Grenfell Tower.
We understand there is a clear need for reassurance and our aim is to  
address any concerns regarding the safety of the building you live in.

Although we do not own properties with cladding or any high-rise 
blocks (six stories or more), we wish to put our resident’s minds  
at ease that we take fire safety very seriously and that your  
safety is our priority.

We have strong measures in place to ensure the safety of all our 
properties and continue to work closely with our contractors and 
consultants to ensure these measures meet all the necessary  
legal standards.

All our buildings have Fire Risk Assessments in place and  
Fire Action Notices are available in each block.

We have produced an advice leaflet, which  
looks at our Stay Put Policy in detail so  
that you are aware of why the policy is  
in place. We have also launched a 
new fire safety section on our  
website’s FAQ page.

If you would like a copy of the  
advice leaflet, please contact  
reception staff on: 020 8680 7532

You can request a copy of the Stay Put Policy
 

Cleaning and grounds maintenance  
services – VPS Grounds Services
Many of you will have been aware of, or experienced directly,  
the problems with the quality of the services provided by VPS, 
particularly since April 2017.  
While we had worked hard with 
VPS to rectify these problems, 
putting in place an improvement 
plan that was carried out over July 
and August, based on the feedback 
received from residents it was 
clear that many of you remained 
unhappy with the service.

Taking this feedback on board 
and after discussions with VPS, 
we agreed that they will no longer 
be our provider for cleaning 
and grounds services as from 
Monday 9 October 2017. 

We have now put in place a new set 
of service providers, all of whom we 
have worked with before and know 
the level of quality we expect.

We felt that this decision was in 
the best interests of our residents 
and was necessary in order 
for us to get back to providing 
a good quality and value-for-
money service to our residents.  

We will be writing to all residents 
during October with information 
about who are now providing the 
cleaning and grounds maintenance 

on their estates, and we are 
confident we will see significant 
improvements over the coming 
weeks and months.

We would like to apologise for any 
inconvenience this has caused.
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UPDATES

FIRE SAFETY IN YOUR FLAT
According to Government statistics, con rmed by the combined Fire & Rescue services of the United Kingdom 2015-2016, the number of  re-related incidents have fallen by almost 70% since 2004.

This brie ng is to provide you with assurance that the Stay Put policies we have in place do in fact work, and that you as a resident should trust the advice that it is safer to remain in your dwelling than to try and escape – UNLESS you are placed at imminent danger by remaining in your  at.

WHAT IS STAY PUT?
Stay Put simply means that unless the  re is in your  at, you should remain in your  at with the front door fully closed, with you and your family by the window with a phone to hand. In this situation, you are protected by something called Fire Compartmentation.

WHAT IS FIRE COMPARTMENTATION?
The Fire Compartmentation method protects your  at, along with the building, and is achieved through the building’s fabric that surrounds you keeping the  re at bay (for example, through the walls and ceiling and  oors of your  at).In addition to this  re resisting enclosure, you are also protected by your 30-minute  re and smoke sealed door. This has been designed to withhold  re, heat and smoke for approximately 30 minutes. Please note that some  re doors are called “notional  re doors” and these doors may not have smoke seals  tted.Eff ective Fire Compartmentation has been proven to work in the many hundreds of thousands of purpose built blocks of this nature around the world. Although  res do occur in buildings, statistics prove most of them are in owner occupied / mortgaged dwellings and not social landlord’s buildings.Compartmentation means keeping the  re in a box. If the  re is outside your  at and your front door is fully closed, then the  re and smoke should remain outside your  at for a considerable time.

FIRE SAFETY 
STAY PUT POLICY

continued overleaf



The Welfare and Debt Advice Service 
gets off to a great start
We introduced you to Aniko Ajozi in the Spring edition of cchatzone. Aniko has now worked at CCHA 
for nine months. During that time she has had almost 400 appointments and dealt with over 100 
individual residents. She has held office interviews, conference telephone calls, given digital (email), 
telephone advice and visited residents at home. Aniko has accompanied residents to appeals, 
interviews and job centres.

She has helped people with back payments for 
Universal Credit, reduced housing benefit overpayments 
and even managed to have three years of 25% Council 
Tax exemption totalling £996.09 paid back to a resident. 

One of Aniko’s biggest success stories is a claim for 
a discretionary housing payment of £3,307.81 for a 
resident facing possible eviction.

She has helped residents with budgets, talking to  
utility suppliers and making payment plans.

Aniko has also assisted people to claim Healthy Start 
vouchers, freedom passes and taxi cards to name  
a few of her other successes.

Aniko is available Monday to Friday, 9am - 5pm.  
To make an appointment, you can contact her  
on: 020 8633 8767 or anikoa@ccha.biz

A reminder when visiting CCHA’s Head Office
At CCHA, the safety of our staff, residents and visitors is a priority 
for us. When you are visiting our offices, please ensure you inform 
security on the ground floor who you are coming to see. 

In the Spring edition of 
cchatzone we published our 
Zero Tolerance Policy which 
outlines positive behaviours 
we expect to see as well 
as positive behaviours our 
residents should expect. 

If you have any queries 
regarding this, please feel  
free to speak to a member  
of staff.  

Visits to CCHA’s Head Office: Let reception staff know who you’re here to see

Aniko has 
had almost 400 
appointments…

has helped 
over 100 
residents…

and helped many 
residents with budget 
and payment plans
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UPDATES

Residents now receive a tailored service



Get cchatzone delivered  
directly to your inbox!
We would like to send cchatzone digitally in the future.  
This will not only help the environment but also save  
on costs such as print and postage, enabling us to  
re-invest in you, our residents!
If you would like to receive cchatzone directly  
via email, please sign up via our website at: www.ccha.biz  
Scroll to the very bottom, enter your name and  
email address to sign up for this service.

Access to your  
rent portal is now  
available online
The residents’ customer portal allows you to 
pay your rent, check your rent balance and 
check the details we hold on you are correct.
Let’s take a look at how our residents have been  
using the portal since we launched it earlier this year: 

To sign up for this service, please log on to: www.ccha.biz and click on the ‘myaccount’ button.

Find us 
on Facebook:
/cchahousing

Follow us 
on Twitter:
@OfficialCCHA

You can now receive cchatzone electronically

Hear it first, connect  
with us online 
Join over 300 residents who have connected 
with us online and have had access to jobs and 
opportunities first. 
Our social media pages are where we post job 
opportunities, events and updates first. ‘Like’ us on 
Facebook page and follow us on Twitter to stay in the 
loop. If you require help to get online, please contact  
the Communications and Customer Investment Team  
at: CIT@ccha.biz 

CCHA website:  
one year on
The anniversary of our 
new look website is on  
7th November 2017. 
We’re looking for residents 
who would like to participate  
in a website review, and 
will offer £20 love to shop 
vouchers for each participant. 
For details on how to take  
part contact Charlene Grant 
at: charleneg@ccha.biz 

Sign
ins:
1713

Payment card 
requests / updated 
tenant details: 53

Payments 
via Portal: 
182

Current 
registered 
users: 165

Paying your rent has never been easier

CCHA website: 
tell us what  

you think
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DIGITAL CORNER



Introducing…

Sign
ins:
1713

Payment card 
requests / updated 
tenant details: 53

Payments 
via Portal: 
182

Current 
registered 
users: 165

For the past year we have worked hard on 
developing a survey programme that allows 
us to receive constant data throughout the 
year, as well as the ability to gain a better 
understanding of how our residents are 
feeling about the services they receive.
cchatterbox, launched in April 2017 is divided in to 
two types of surveys. One is a survey that goes out 
to all residents, this is called a ‘General Satisfaction’ 
survey and replaces the previous STAR Survey. 
The ‘Moments of Truth’ surveys are sent out shortly 
after having received a service e.g. gardening/
cleaning or upon the completion of a repair, 
allowing us to respond to any concerns quickly.

Since the launch of our cchatterbox survey 
(our resident Satisfaction Survey which replaced 
the STAR Survey) this year, we have sent the 
survey to all of our General Needs residents and 
are pleased to share the results with you.

We will be sending out the cchatterbox survey 
to our Older Persons and Supported Housing 
schemes over the next few months with final, 
combined results available to view early next year.

Moving forward, we will now collect satisfaction 
data on a yearly basis and feel this will enable 
us to distribute and respond to queries quickly.

how easy it is to get the help you need from us is: 76.8%

how helpful we are is: 67.75%

how honest we are is: 78.15%

how polite & friendly we are is: 81.25%

how we handled the last call they made to CCHA is: 76.75%

staff doing what they say they will is: 71.05%

with their neighbourhood as a place to live is: 72.2%

the quality of their home is: 71.7%

how we handle repairs & maintenance is: 65.7%

CCHA’s published information is: 86.25%

the opportunities to get involved with residents activities is: 79.56%

The percentage of our customers satisfied with:

cchatterbox Customer 
Satisfaction Results

Learning from feedback
We carried out a Cleaning and Grounds Maintenance Survey across all 
of the Older Persons and Supported Housing residents and the feedback 
received has directly contributed to our decision to end our contract with 
VPS (see page 8). Without this vital feedback from you, we cannot shape the 
services we provide, so we would like to take this opportunity to say thank 
you for working with us in order to make important changes that affect you.
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CCHAtzone is printed on paper produced from a sustainable source

How many residents attended this years ‘Residents’ Open Day’?

How many residents are turning 50 this year?

How much money have we raised for charity this year?

How many CCHA Kidz attended the ‘School’s Out’ programme this year?

What policy can you request by ringing our customer services?

H A R V E S T Q H E R K C M D
T G W Z E J C O B W E B Q U S
Y O W L D O Y L Y W H E I U E
T K P O O I Q E S R I L H R P
K P T S Q C K K Z U A N I J L
A N R O C A L J N X H F N N L
B X M H P C H E S T N U T S E
T R A Y E B G N Y O I K N C A
X G I H T A O N B T R U M A V
T W I S V V Y C T R Y L U R E
Q O O T E W Z R E D T C T E S
B L J M E X P E I X X V U C C
G L B H A L L O W E E N A E H
X E Q T O C T O B E R Y B O L
R Y J T B N I K P M U P B W X

acorn
apple
autumn
bonfire
ccha
chestnuts
cobweb
halloween
havest
kidz
leaves
november
october
pumpkin
red
yellow
scarecrow

CROYDON CHURCHES HOUSING ASSOCIATION LTD
6th Floor, Norfolk House, Wellesley Road, Croydon, Surrey, CR0 1LH

FREEPHONE: 0800 054 6710   tel: 020 8680 7532  
fax: 020 8688 5316  email: customers@ccha.biz   

Visit us online: 
www.ccha.biz
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quickquiz questions

For both competitions, please return your answers/word search to:  
CCI Team, 6th Floor, Norfolk House, Wellesley Road, Croydon, CR0 1LD.  
If you would like a freepost envelope, please contact us on: 020 8680 7532,  
or via email at: CITeam@ccha.biz  Closing date: Friday, 3rd November 2017

We hope you enjoy the new competition page  
and look forward to receiving your entries.  
Good luck!

1
2
3
4
5

The first five correct  
entries will receive  

£20 worth of  
love2shop vouchers

Can you find all the 
words? Enter our word 
search competition  
by finding all the  
words. You’ll receive  
a £5 love to shop 
voucher.
Each correct entry  
will receive a £5  
love to shop voucher.


