
  
 

 
 
 

AGENDA – Part A 
(Open to the public) 

1. Welcome, Apologies & quorum

2. Declarations of Interest by Board Members and Officers
Members and officers to declare any interests not in the Register

3. Minutes of previous meeting (Page 3)
To approve as a true record the minutes of the meeting held on 29 November
2017 and to deal with any matters arising

4. Voice Your View

ITEMS FOR DECISION 

5. Re-appointment of Julie Parker as Independent Board Member (verbal)
Anne Grahamslaw, Chair of the Board

6. CBH Budget 2018/19 (Page 11)
Michael Hadjimichael, Director of Resources

7. Housing Investment Programme 2018/19 (Page 31)
Mark Wright, Director of Property Services

8. Medium Term Delivery Plan 2018-22 (Page 39)
Gerardine Murphy, Service Development Manager

9. Strategic Risk Register Review (Page 63)
Michael Hadjimichael, Director of Resources

10. Board Committee Terms of Reference (Page 69)
Finance & Audit Committee, Appointments & Remuneration Committee, and
Residents’ Panel
Owen Howell, Board Assurance Officer

11. Document Revisions necessitated by Board restructure (Page 95)
Owen Howell, Board Assurance Officer

12. Strategic Plan: Approval of Delivery Plans (Page 101)
Gareth Mitchell, Chief Executive

 People plan

 Customer plan

 Business development plan

COLCHESTER BOROUGH HOMES LIMITED 
ONE-HUNDREDTH BOARD MEETING  

To be held 5.30pm, Thursday 22nd February 2018 
Room 1, Rowan House, 33 Sheepen Road 
Colchester CO3 3WG 
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Colchester Borough Homes Ltd 
Company Number 4843624 
A Company Limited by Guarantee 
Registered in England 

STANDING ITEMS 

13. Finance Assurance Report (Page 143)
Michael Hadjimichael, Director of Resources

14. Performance Assurance Report (Page 149)
Karen Loweman, Director of Housing

15. Committee Minutes Report (Page 155)

Governance & Remuneration Committee Thursday 25 January 2018 

16. Forward Look (Page 157)
An update of future decisions required and items to be discussed at future
Board meetings.

17. Any Other Business

 Board Members’ activities.

 Homelessness Reduction Act.

18. Exclusion of the Public

19. Confidential Board Meeting

Items to be considered in confidential session: 

 Chief Executive’s Report

 Confidential Finance Assurance Report

 Terms of Reference for Business Opportunities Panel

 CBH Governance changes

Forthcoming meetings: 

Meeting Dates for 2018 

Tuesday 24 April 

Wednesday 13 June 

Monday 23 July 

Wednesday 12 September 

Thursday 1 November (& AGM) 

Monday 10 December 
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Minutes of the Ninety-ninth Board Meeting of Colchester Borough Homes 

Wednesday 29 November 2017 
At Room 1, Rowan House 
Colchester CO3 3WG 

Present: In Attendance: 

Anne Grahamslaw 
Cllr Nigel Chapman 
Julie Parker 
Glenn Houchell 
Geoff Foster 
Cllr Daniel Ellis 
Michala Carey 
Michael Campbell 

(Chair) 
(Vice Chair) 

Gareth Mitchell 
Michael Hadjimichael 
Karen Loweman 
Mark Wright 
Matt Armstrong 
Tracey Brushett 
Syed Rizvi 
Heidi Mussett 
Sarah Jones 
Owen Howell  (Minutes) 

Alan Woodhead 
Lynn Thomas 
Geoff Beales 

(Mazars) 
(CBC) 
(CBC) 

1. Apologies and quorum

1.1 

2. 

2.1 

Apologies were received from Alan Blois, Cllrs Cyril Liddy and Mike Hogg. The 
meeting was declared quorate. 

Declaration of interests by Board Members and Officers 

There were no new declarations of interest. 

3. Minutes of the meeting held on 2 November 2017 and Matters Arising

3.1 Action: Amend minutes to show Mark Wright attended the meeting. 
Geoff Foster informed Members that he would be sending follow-up questions 
(regarding documents related to the Strategic Health & Safety Policy) to officers. 

3.2 Subject to the first amendment detailed at 3.1, the minutes of the previous 
meeting were agreed as an accurate record and approved for signing by the 
Chair. 

3.3 Board noted the minutes from the 2017 AGM. These will be formally approved at 
the 2018 AGM. Action: Owen Howell to note the attendance of a representative 
of Open Road at the AGM. 

4. Voice your view

4.1 There were no speakers for ‘Voice your view.’ 

5. Appointment of Gareth Mitchell to the CBH Board

5.1 Gareth Mitchell was excused from the meeting while the Board considered 
his appointment. 
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5.2 The Chair outlined the decision to be made including the need, in light of 

Gareth’s appointment to the board of Colchester Amphora Homes Ltd, to ensure 
that he would have an equal duty and legal liabilities relating to Colchester 
Borough Homes.  

  
5.3 It was explained that it should be expected that there would be occasions when 

GM would be conflicted between his CBH and CAH responsibilities. All such 
conflicts would be managed in accordance with Company policy and normal 
Board protocols.    

  
5.4 Decision: Board approved the appointment of Gareth Mitchell to the Board as an 

Executive Director. 
  
5.5 Gareth Mitchell re-joined the meeting. 
  
6. Internal Audit Charter 
  
6.1 The Internal Audit Charter was introduced by Michael Hadjimichael and its 

purpose, approach and activities stemming from it were summarised by Alan 
Woodhead of Mazars (Internal Auditors for CBH). On behalf of Mazars, Alan 
highlighted the assurance that the Charter gave regarding a guarantee of 
Internal Audit’s independence and objectivity, and that Mazars had full scope to 
examine all documents and have access to all officers in the course of its audit 
work. Particular detail was given on Internal Audit’s work relating to corporate 
risk. 

  
6.2 Decision: Board accepted F&A Committee's recommendation to approve the 

Internal Audit Charter.. 
  
7. Housing Investment Programme and Asset Management Programme 

2018/19 (Housing Futures Programme) 
  
7.1 Mark Wright presented the proposed draft Programme, prepared pursuant to 

Schedule Six of the Management Agreement with Colchester Borough Council, 
based upon the budgets available. This will be the first time that the Programme 
has been produced in response to a reducing budget (as a result of the changes 
feeding into the Housing Futures Programme). 

  
7.2 Mark detailed the background of the programme, consultation carried out, and 

how this had been set out, with one year in detail, and four following years in 
principle. 

  
7.3 The proposed Programme would go to CBC Cabinet for consideration as part of 

their budget-setting meeting in January 2018. Should it be accepted, this will 
return to the Board of CBH (with any Cabinet recommendations) for approval and 
then implementation. 

  
7.4 Clarification: The key to the graph shown on page 29 should have its two 

colours (Pink and Blue) reversed. 
  
7.5 Board asked for clarification as to whether, in paragraph 3.5, the £3million figure 
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mentioned was a reserve or a contingency. It was explained that this was an 
uncommitted contingency. It is expected that, should the high-value void levy not 
come into operation, CBC would want to revert as much as possible to its original 
investment plans and for this amount to be put into additions to capital works in 
the Investment Programme. Board pointed out that, if this amount were to be 
kept carried forward into a future financial year, it could only be done so through 
a capital receipt or as a reserve.  

7.6 It was clarified that the policies listed at 3.10 of the report were CBC policies and 
so Board may be able to have input, but will have no say in deciding them. 

7.7 Board asked how it could be given assurance as to whether the modelling upon 
which the Programme is based is robust, detailed and accurate enough. It was 
questioned whether F&A Committee and/or Internal Audit should play an 
oversight role over this.  

 Mark Wright explained some of the ways in which the inputs to the modelling

(e.g. structural details and survey results) were produced and used in the

process.

 Further questions were asked regarding the modelling, how it was carried out,
what software was used and whether it was updated and glitches corrected.
Mark confirmed that the software used by Asset Management was proprietary
software called CodeMan. CBH are able to input manual extensions to
product expected lifespans (with agreement of CBC and only when deemed
appropriate). CBH are also able to change the unit cost rate for kitchens and
bathrooms, where these amendments are based on actual quotes received
(rather than on the national averages usually used).

7.8 Board gained further details regarding the risk implications for repairs and for the 
level of investment in the stock. CBH are liable for the first £200k overspend on 
repairs, and a reserve of £300k is held in case this is needed. Repairs levels 
have been relatively low, due to an active investment programme. However as 
the investment programme reduces, repair spending will increase. There will be 
annual reviews, and care will be taken to ensure that any areas of reduction in 
investment will cause an increase in planned spending for related repairs works, 
but the Board would need to monitor the financial risk to the Company arising 
from the pressure on repairs, and of potential changes to the way in which CBC 
might wish to manage the HRA. 

7.9 The Chair asked whether the risk entailed by CBC-led changes in management 
of the HRA should be given a place on the Strategic Risk Register. Michael 
Hadjimichael confirmed that it was an item for debate within the strategic risk 
report and that he agreed there would be merit in including it as an item on the 
Register itself. 

7.10 Board was informed that, under its new committee structure, regular reports on 
the Investment Programme would be given to the successor Panel taking over 
from the Operations Committee. Exact details of how this would happen are still 
to be decided. KPIs will still be reported, and Board will see any rated Amber or 
Green (thus will be notified if the average repair cost per property risks 
exceeding the target set. This is in addition to the budget information scrutinized 
by F&A Committee. 
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7.11 Decision: Board approved the decisions listed at 1.1, 1.2, 1.3 and 1.4 of the 

report: 
  
8. Strategic Risk Register 
  
8.1 
 
 
 
 
 
 
8.2 

The Risk Registers were presented and Board was asked to give their views on 
whether the risks associated with the HIP should appear on the Strategic Risk 
Register. Decision: Board agreed that F&A Committee should consider this 
issue and make a recommendation to Board as to whether the wider risks 
associated with the HIP should be included as an item on the Strategic Risk 
Register 
 
Two items on the Emerging Risk Register were highlighted: 
 Health & Safety and Data Protection (General Data Protection Regulation). 

Michael Hadjimichael noted that many companies now included these as 
items on their strategic risk registers, however Board might prefer to keep this 
on the Emerging Risk Register and continue to monitor them. This was his 
recommendation, with which Board agreed. 

  
8.3 Tracey Brushett then detailed the ramifications of the Homelessness Reduction 

Act (the Act). A copy of this presentation is included with these minutes and is 
available to the public on request. Additional information given: 
 £1.2million funding for CBH from Government over this year and next two 

years to fund preparations and implementation. 
 No local connection is needed for CBH to have to carry out our duty towards 

homelessness prevention, i.e. someone presenting to CBH/CBC as being in 
danger of homelessness will trigger our prevention duty, no matter where they 
are from. 

 Slide 7: Clients have a duty to co-operate with reasonable actions/ requests. 
 Care leavers in Essex are considered to have a local connection when 

considering what relief duty is held by CBH/CBC. 
 Existing Homelessness Officers will be trained to provide the additional 

support elements which the Act introduces. 
 Current training on compliance is of limited value, as there is, as yet, no case 

law relating to the Act. 
 Failures in compliance (following review) could lead to costs from defending 

legal actions (Shelter are already upskilling their legal staff in preparation). 
Fines are unlikely unless ordered by the Ombudsman. 

 Board identified officer time as one of the main costs of implementing the Act. 
 The Act has directed that we can now be involved at an earlier stage with 

individuals (if homelessness likely within 56 days, rather than 28). 
  
8.4 Board examined ways to possibly co-operate and co-location with partner 

agencies (mental health services, police etc.) to provide good outcomes for 
individuals and potentially avoid a need for relief developing for some cases. 
Following questions, Tracey explained that, if co-location were to be attempted, 
she would advise co-location with social care services, from which it is likely 
most referrals will come. 
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9. Finance Assurance Report 
  
9.1 The report was noted. 
  
10. Performance Assurance Report 
  
9.1 The report was noted. Four close-to-target Amber KPIs, and no Reds. 

Performance on all Amber KPIs have improved during October. 
  
11. Committee Minutes 
  
11.1 No minutes to review. 
  
12. Forward Look 
  
12.1 The first Board meeting of 2018 was now once-more scheduled for 22 February. 
  
12.2 Following briefings on new Data Protection law, it is likely that in 2018 Board will 

be asked to approve new policies on data/cyber security and related issues. 
  
12.3 Owen Howell clarified that items in yellow on the work plan were expected to be 

‘for information’ and would not appear in the meeting packs, but questions could 
be raised by Board Members at their meetings. 

  
12.4 Board noted the full agenda for its February meeting and suggested that some 

items scheduled for the February meeting could be moved back. 
  
12.5 Work on updating the Staff Code of Conduct continued, with HR presenting 

revised content to DMT, such as standards of behaviour expected (including 
when off duty or using social media), disclosures, organisational behaviours and 
maintaining boundaries. 

  
12.6 Committee Terms of Reference are to come to Board on 22 February 2018:  

 Remunerations & Appointments Committee – straight to Board. 

 Operations & Performance Panel – Operations Committee will discuss this on 
11 January 2018 before draft Terms are brought to Board. 

 Finance & Audit Committee – Currently under review and to be examined by 
Committee on 12 December. 

 Business Opportunities Panel – Will be reviewed by the Panel and DMT 
before coming to Board for approval. 
 

  
13. Any other business 
  
 Members’ activities 
13.1  Julie Parker, Alan Blois and Cllr Mike Hogg had formed a Stage 3 Complaint 

review panel. 
 Michael Campbell had taken part in a workshop on improving ‘Housing News 

& Views’ (3 Nov), an ASB task & finish group (9 Nov), a Housing Futures 
workshop (16 Nov), an NFA event for Board Members (with Cllr Cyril Liddy) 
(22 Nov) and an event for local voluntary and community organisations 
organised by Will Quince MP (24 Nov). He also attended a series of induction 
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sessions. 
 Although not attending as a Board Member, Gareth Mitchell reported on a 

policy meeting which he attended with DCLG officials. 
 Anne Grahamslaw and Gareth Mitchell took part in the most recent induction 

day for new staff. 
  
 Benefit to Society Campaign 
13.2 The Chair detailed the ‘Benefit to Society’ Campaign which aimed to reduce the 

stigma related to social housing tenancy. Board agreed that the intent was good 
and that the campaign should be looked into and formally endorsed and 
supported by CBH should it be found to be worthwhile. A decision would then be 
necessary as to how practical support could be given. Decision & Action: 
Officers to examine the campaign and explore options as to possible practical 
support. 

  
 Principal Liaison meeting 
13.3 Gareth Mitchell briefed Board on the Principal Liaison meeting held that day. 

Matt Sterling (CBC) had detailed consultation on CBC’s Strategic Plan. CBH will 
be consulted as to the Company’s views on CBC refreshing its vision for the 
Borough. Decision & Action: Board directed DMT to prepare a CBH response 
for CBC. 

  
 Social Media complaints 
13.4 Cllr Nigel Chapman requested details as to how CBH responded to complaints 

submitted via social media. Karen Loweman assured Members that CBH’s twitter 
and Facebook accounts were monitored during office hours and that queries and 
complaints were picked up and routed to appropriate officers. 

  
 Recycling issues and new strategy 
13.5 Board asked what CBH was doing to assist CBC efforts to increase recycling 

rates and identify and solve any issues with the new waste collection system. 
Board were told that CBH officers have been working with Council waste teams, 
budgets have been set aside to deal with any issues arising in flats. The 
possibility of an open day was discussed. 

  
 Use of Enoch House for public events 
13.6 A concern was raised that Enoch House was meant to be a secure site, but was 

being used for public events. It was asked whether this was appropriate. Karen 
Loweman explained that the premises were secure, but the aim was not to keep 
them closed-off to all. Community events are encouraged to ensure residents 
can be involved in the community. Residents are consulted before any meeting 
or event is booked in. Staff are on hand to ensure security and that non-residents 
have left after events. 

  
 Communal cleaning contracts 
13.7 This item concerned details of a current contract and future procurement 

process. It has been judged commercially sensitive and has been minuted in the 
confidential record for this meeting. 

  
 With no further business, the open meeting concluded at 18:47. 
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Item Action Who By When Done 

29 November 2017 

3.1 
and 
3.3 

Amend minutes to show Mark Wright 
attended the meeting and note the 
attendance of a representative of Open 
Road at the AGM. 

Owen Howell 12 Dec 2017 Yes 

13.2 
Officers to examine the campaign and 
explore options as to possible practical 
support to ‘Benefit to Society’ campaign. 

Karen Loweman 6 Feb 2018 Yes 

13.3 
Regarding CBC’s Strategic Plan and vision 
for Colchester: Prepare a CBH response for 
CBC. 

DMT  Yes 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22 February 2018 

TIME: 5.30pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 6 

SUBJECT: CBH Budget 2018/19 

REPORT BY: Michael Hadjimichael, Director of Resources 
 01206 507815 
  Michael.Hadjimichael@cbhomes.org.uk 

FOR DECISION 

1. Introduction

1.1 Attached is the budget report presented and discussed in detail at the Finance 
and Audit Committee on 12 December 2017. 

2. Decisions Required

2.1 The Board is formally requested to approve the 2018/19 Management Fee of 
£9,284.3k and to note the CBC delegated budgets for 2018/19 of £2,045.5k and 
Property Services Budgets for 2018/19.  

3. Standard Paragraphs

3.1 See Appendices 1 & 2 

4. Appendices

4.1 Appendix 1 – Report to Finance and Audit Committee, 12th December 2017. 
Appendix 2 – Supporting Schedules to report. 
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CONFIDENTIAL REPORT TO COLCHESTER BOROUGH HOMES 
Finance & Audit Committee 

DATE: 12 December 2017 

TIME: 5.00 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 6 

SUBJECT: 2018/19 Budget 

REPORT BY: Sharon Stephens – Head of Finance and Performance 
 (01206) 282607 
Sarah Johnson – Finance Manager  
 (01206) 282214 

FOR DECISION 

1. Decisions Required

1.1 To approve the overall 2018/19 Management Fee (MF) budgets as delegated by 
Board - £9,284.3k 

1.2 To note the 2018/19 capital works budget (paid by CBH) - £2,160k 

1.3 To note the CBC delegated budgets for 2018/19 - £2,045.5k  (subject to 
confirmation from CBC) 

1.4 To approve the updated position on reserves – set out in section 6.2 

2. Background 

2.1 This report sets out the Budget requirements for the MF and CBC Delegated 
Budgets. 

2.2 The budget requirements for CBH are an integral part of the Housing Revenue 
Account funding. The timing and agreement of this process is critical in order that 
we meet CBC Cabinet’s deadline for the overall Housing Revenue Account (HRA) 
2018/19 budget process. 

2.3 Although Committee are asked to note the proposed overall capital programme of 
£8,410k which includes £2,160k of capital works that will be paid through CBH 
ledger details of this programme were presented separately to Board at the meeting 
on 29 November 2017. Therefore, this paper will focus mainly on the management 
fee of £9,284.3k. 

13



3. Management Fee 

3.1 The overall MF for 2018/19 has been agreed in principle with the Council. This is in 
line with the 10-year Management Agreement entered into in August 2013.  

This is built up as follows: 

 Day to day running expenses of HRA activities undertaken by CBH

 Day to day running expenses of General Fund (GF) activities undertaken by
CBH

 Overhead payment to manage the capital works in line with the Asset
Management Strategy

 Agreed fee to manage the revenue maintenance services

 Agreed cost of revenue maintenance services

3.2 We have produced the 2018/19 base budget using a zero-based budget approach 
where possible to ensure that resources are aligned with service priorities. 

3.3 The overall 2018/19 resources available to CBH are as follows: 

£’000 £’000 

Housing management and support (HRA) 
Housing management and support (GF) 

3,453.3 
   798.5 

4,251.8 

Property Services  
Revenue professional fee & overheads (HRA) 
Capital professional fee & overheads (HRA) 
Corp Facilities and Engineering Teams (GF) 
Revenue maintenance service (HRA) 

    511.7 
 1,325.0 
    502.6 
 2,693.2  5,032.5 

Total resources offered through MF  9,284.3 

Capital works 2,160.0 

Other miscellaneous income    670.6 

Trading income - secured    113.3 

Total Resources 12,228.2 

A full breakdown is set out in schedule 1.1 to 1.7 appended to this report. 

3.4 Medium Term Delivery Plan (MTDP) 

In 2014/15 additional resources of £106k were approved by the Council and 
incorporated into the Management Fee for a 3 year period. This was then extended 
for a further year in 2017-18. This funding has now come to an end and was not 
included within initial submissions to CBC.  

However, it has now been agreed to transfer funding of £30k from delegated 
budgets into the Management Fee in support of the Benefits Officer post. 

A business case is to be submitted to March’s Committee meeting to request 
funding from reserves of £65k (which was ring fenced at the end of the last financial 
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year) in support of forthcoming Welfare Reform changes. Meanwhile, a draft 
provision has been included in the reserves table at 6.2 

4. Detailed Budget 

4.1 Savings 

For 2018/19 the Council have not asked CBH to make any savings. The only 
allowable increase to the Management Fee is the 2% pay award. Any other 
increase costs must be met by CBH.  

To balance the overall 2018-19 budget a savings target of £64.9k has been 
included as shown in Schedule 1.1, this will be shared across the directorates and 
will need to be achieved in the year. 

The 2018/19 Corporate Facilities Management, Technical and Engineering Teams 
management fee is £92.4k less than cost, and as a result CBH will need to 
generate income in year to support this through trading activity.  

This still leaves a shortfall in income of £52.7k which will need to be generated from 
further trading activity.  

A summary of this overall shortfall position and how it will be funded is shown at 
paragraph 4.5 of this report. 

4.2 Salaries 

The pay budgets have been based on an assumed 2% inflation increase and 
include all known changes and increments. The 2% inflation equates to approx. 
£105.8k and funding for this has been built into the management fee. No allowance 
or adjustment has been made by the Council within the management fee income for 
any contractual staff increases (increments). These total £72.0k for CBH. In order to 
balance the budget savings have been made in all other areas to offset the cost. 

4.3 Pensions 

When the 2017-18 budget was set and presented to F&A, the new three-year 
determination had not been received from the Essex Pension Fund and an 
assumption was made that there would be no change to contributions. 

However, after Management Fee had been agreed with CBC, the determination 
arrived, which increased contributions from 14% to 16.6%, which equates to £130k 
annually. 

CBC agreed to fund the 2017-18 cost in full. This then decreases to 50% funding in 
2018-19 and no funding in 2019-20, with CBH making savings elsewhere to absorb 
the pension costs. 

2018-19 budgets have therefore been set with a 50% funding from CBC. 
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4.4 Support Services 

All service level agreements (SLAs) have been agreed and cover a three-year 
period, which will be reviewed annually. 

4.5 Cost Pressures Identified 

The following major pressures on the 2018/19 MF budget have been identified and 
built into the figures: 

 Increments

 50% shortfall to pension increase

 Design Team

 Savings target

 Market Supplements

 BCIS increase on works

 Apprenticeship Levy

Inflation assumptions: 

 Pay - 2%

 Other non-pay costs – specific increases have been applied including materials,
utilities and contracts

4.5 Design Team 

The Design Team are now a standalone team that need to be supported by trading 
activity. Previously members of this team have been supporting HRA activity 
although with the current secured projects such as Mercury Rising this team now 
predominately focuses on fee income projects. 

The costs of this team for 2018-19 are £270.4k and this will need to be supported 
by fee income in the first instance.  

4.6 Income 

The majority of CBH’s income is derived from our MF from the Council. 

Other assumed income for 2018/19 includes: 

 Interest earned from the Council on balances (£14,000 - based on an assumed
rate of 0.5%).

A separate trading account has been set up in the ledger with further developments 
under way.  

To date the Design Team have secured orders to the value of £113.3k in support of 
2018-19 trading activity as shown in schedule 1.1. This will increase by a further 
£196.8k for phase 2 of the Mercury Rising project when secured.  
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This table summarises the overall position of how the shortfall in management fee, 
Corp Facilities deficit and Design Team costs are to be funded:-  

Overall, this will still leave a shortfall of £52.7k to be funded through further trading 
activity. 

4.7 Variances (see Schedule 1.1) 

Major variances between years include: - 

 Employees – overall an increase of £357.9k as a result of the zero based budget
approach taken which ensures we support the operational need and changes
forecast for 2018-19.

 The reduction in head count as shown in Schedule 3 is 3.3 FTE. The saving in
head count is offset by the 2% pay award, incremental growth and pension
contribution increases and a number of pay related additional costs.

 Supplies and services – overall decrease of £32.5k as a result of savings on the
new mobile phone contract, IT equipment and other minor savings.

 Third party payments – overall decrease of £153.4k due to a reduction in third
party payments which is as a result of the reduction in the capital programme.

 Support Services – overall increase of £239.9k which is mainly due to internal
recharges within the Company. This increase should be netted off with the
income for internal recharges of £189.1k and the balance of  £50.8k is netted off
against secured trading income of £113.3k as shown in schedule 1.1

  £’000  £’000 

Unfunded expenditure 

Management fee income 64.9 

Corp Facilities Team 92.4 

Design Teams cost 270.4 

Total shortfall 427.7 

Income 

Trading income - secured (113.3) 

Trading income - unsecured 
(Mercury Rising – Phase 2) (196.8) 

Saving Targets (64.9) 

Total income (375) 

Shortfall still to be secured 52.7 
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 Income – MF and other fees – overall net increase of £273.1k as a result of the
2% pay award and the trading income that is secured at this moment in time.

 Capital works income – decrease of £168k which is as a result of the reduction
in the capital programme as mentioned in the Third party payments.

5. Financial Implications

5.1 CBH budgets are all delegated to named managers who have examined them for 
spending pressures and potential savings. These have been incorporated into the 
budget figures. 

5.2 The schedules are summarised on schedule 1.2 with supporting detail on schedules 
1.3 - 1.7.  

6. Risk Management

6.1 As with any financial plan, there are inherent risks, which Committee members 
should recognise. Some of the main ones are: 

Strategic 

 CBH is responsible for the first £200,000 of any revenue repairs overspend

 Unforeseen and uncontrollable demands on repairs service

 Further cuts in public expenditure

 Legislative changes resulting in increased workload including Universal credits,
Welfare Reform, Housing & Planning Bill and Homelessness Reduction Bill

 Sheltered housing review and future changes in stock/management

 Unexpected taxation changes and inflation changes

 Further changes in Pension and national insurance employer costs

 Business risks from new business opportunities

 Assumptions from earned income

 Insufficient funding to meet full costs of transferred services

Operational 

 Errors are made in the figures

 Estimates in volume or price are incorrect

 The budgets have been produced on a zero based approach and variation analysis 
has taken place to ensure that any errors are kept to an absolute minimum. 

6.2 Balances 

The total uncommitted reserves for CBH stand at £201k as reported in the table 
below:- 
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£'000 £'000 

Balance b/fwd from 2016-17 1262 

Less 2016-17 ring fenced surpluses 
(repairs/trading/capital management fee) 

(696) 

566 

Less previously approved items for drawn down 
in 2017-18 

(258) 

308 

Additional amounts for agreement: 

Welfare reform (65) 

SHEF renewal   (7) 

ICT Projects (35) 

(107) 

Uncommitted balances as @ 30.11.17 201 

Approval is sought for the SHEF accreditation and ICT projects (in particular 
Sharepoint and the Website) as detailed above. A business case in support of the 
Welfare Reform request will be presented to the March 2018 Committee for 
approval.  Further reserves request may be presented in future months relating to 
the Business Development Plan. 

Uncommitted balances represent approximately 2.2% of the 2018/19 MF and the 
uncommitted balances will be maintained to support the identified risks in section 6. 

DMT are also currently reviewing the reserves position to see how we can make 
best use of this in the medium term.  Any proposals will be brought to committee at 
a future date for consideration. 

7. Efficiency – Benchmarking & the Budget

7.1 CBH continues to work with HouseMark to benchmark cost vs performance 
statistics with other ALMOs and Housing Providers.  

Compared to others in the same peer group, CBH continue to provide quality 
services at low cost, delivering excellent value for money in 2016/17.  

7.2 Value for money and continuing to offer quality services to our customers are key 
drivers for CBH and continue to be incorporated within our services. 

8. Delegated budgets

8.1 Draft estimates for our CBC delegated budgets have been submitted to CBC for 
inclusion within the overall HRA estimates, which will be considered by the 
Council’s Portfolio Holder in January 2018. These come to £2,045.5k (to be 
confirmed by CBC) and are shown as Schedule 2 for your information. 
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9 HR Implications 
 
9.1 Staff costs make up a significant proportion of the management fee and    

consideration by all of the Senior Management Team has been made to ensure that 
their respective areas are adequately resourced to deliver their objectives.  

 
10.     Legal Implications 
 
10.1 There are no direct legal implications arising from this report. 
 
11.     Health & Safety Implications 
 
11.1 There are no direct health & safety implications arising from this report. 
 
12.     Equality & Diversity Implications 
 
12.1 There are no direct equality & diversity implications arising from this report. 
 
13.     Residents at the heart 
 
13.1 The activities of CBH are always focused on meeting the needs of our residents.  

The budget allows resources to be allocated and prioritised in areas which 
appropriately meets these requirements. 

 
14.   Next Steps  
 
14.1 The Management Fee will be submitted to CBC for inclusion within the overall HRA 

and for the delegated budgets to be approved. The HRA budget report will be 
presented to the Portfolio Holder in January 2018. 

 
 
List of Attached Schedules 
 
1.1 Expenditure and Income analysis 
1.2 Service summary 
1.3 Chief Executive and support 
1.4 Housing Management 
1.5 Business Services and Overheads 
1.6 Property Services 
1.7 Overall draft Capital and Revenue Programme 
 
2.0 Delegated budgets 
3.0 Head Count 
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Schedule 1.1

2017/18 2018/19 Variance 
Expenditure & Income Analysis Original Proposed between

Budget Budget years
£'000 £'000 £'000

EXPENDITURE

Employees 6,532.1 6,890.0 -357.9 
Premises 295.0 258.9 36.1
Transport 305.5 257.1 48.4
Supplies & Services 948.0 915.5 32.5
Payments to Third Parties 3,386.3 3,232.9 153.4
Tax 3.0 1.0 2.0
Support Services 747.4 987.3 -239.9 

TOTAL EXPENDITURE 12,217.3 12,542.7 -325.4 
INCOME

Management fee income 9,350.9 9,284.3 -66.6 
Other Fees & Charges 120.8 158.1 37.3
Internal Charges 323.4 512.5 189.1
PS Capital - work paid on actuals 2,328.0 2,160.0 -168.0 
Trading Income - secured 0.0 113.3 113.3

TOTAL INCOME 12,123.1 12,228.2 105.1

TOTAL NET EXPENDITURE -94.2 -314.5 -220.3 
UNSECURED INCOME

Trading Income - unsecured at this moment in time 196.8
Savings Targets - to be achieved in year 64.9

TOTAL INCOME (to be realised) 0.0 261.7 0.0

FURTHER INCOME TO BE SOURCED & SECURED -94.2 -52.7 -220.3 

COLCHESTER BOROUGH HOMES
Budget 2018/19

 Expenditure & Income Analysis
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Schedule 1.2

2017/18 2018/19 Variance
Service Summary Original Proposed between

Budget Budget years
£'000 £'000 £'000

EXPENDITURE

Chief Executive 207.5 214.2 -6.7 
Housing Management 2,817.9 2,941.9 -124.0 
Business Services 1,578.0 1,703.9 -125.9 
Property Services 7,613.9 7,682.7 -68.8 

TOTAL EXPENDITURE 12,217.3 12,542.7 -325.4 
INCOME

Chief Executive 0.0 0.0 0.0
Housing Management 61.0 112.0 51.0
Business Services 4,542.4 4,683.1 140.7
Property Services 7,519.7 7,319.8 -199.9 

TOTAL INCOME 12,123.1 12,114.9 -8.2 

TOTAL NET EXPENDITURE -94.2 -427.8 -333.6 

*This excludes Trading

COLCHESTER BOROUGH HOMES
Budget 2018/19

Service Summary

22



Schedule 1.3

2017/18 2018/19
Expenditure & Income Analysis Proposed Proposed

Budget Budget
£'000 £'000

EXPENDITURE

Employees 201.2 207.7
Premises 0.0 0.0
Transport 1.5 1.3
Supplies & Services 4.8 5.2
Payments to Third Parties 0.0 0.0
Support Services 0.0 0.0

TOTAL EXPENDITURE 207.5 214.2

INCOME

Fees & Charges 0.0 0.0
Internal Charges 0.0 0.0

TOTAL INCOME 0.0 0.0

TOTAL NET EXPENDITURE 207.5 214.2

COLCHESTER BOROUGH HOMES
Budget 2018/19

Chief Executive and support
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Schedule 1.4

2017/18 2018/19
Expenditure & Income Analysis Original Proposed

Budget Budget
£'000 £'000

EXPENDITURE

Employees 2,458.9 2,528.3
Premises 0.1 0.0
Transport 52.4 46.1
Supplies & Services 145.5 140.4
Payments to Third Parties 30.0 31.8
Support Services 131.0 195.3

TOTAL EXPENDITURE 2,817.9 2,941.9

INCOME

Fees & Charges 61.0 64.0
Internal Charges 0.0 48.0

TOTAL INCOME 61.0 112.0

TOTAL NET EXPENDITURE -2,756.9 -2,829.9 

COLCHESTER BOROUGH HOMES
Budget 2018/19

Housing Management
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Schedule 1.5

2017/18 2018/19
Expenditure & Income Analysis Original Proposed

Budget Budget
£'000 £'000

EXPENDITURE

Employees 837.1 977.0
Premises 109.3 113.9
Transport 1.7 2.4
Supplies & Services 273.7 243.1
Payments to Third Parties 29.8 27.0
Taxation 3.0 1.0
Support Services 323.4 339.5

TOTAL EXPENDITURE 1,578.0 1,703.9

INCOME
Management fee income 4,246.0 4,251.8
Fees & Charges 14.8 10.0
Internal Charges 281.6 421.3

TOTAL INCOME 4,542.4 4,683.1

TOTAL NET EXPENDITURE 2,964.4 2,979.2

COLCHESTER BOROUGH HOMES
Budget 2018/19

Business Services & Overheads
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Schedule 1.6

2017/18 2018/19
Expenditure & Income Analysis original Proposed

Budget Budget
£'000 £'000

EXPENDITURE

Employees 3,034.9 3,177.0
Premises 185.6 145.0
Transport 249.9 207.3
Supplies & Services 524.0 526.8
Payments to Third Parties/Sub Contractors 3,326.5 3,174.1
Support Services 293.0 452.5

TOTAL EXPENDITURE 7,613.9 7,682.7

INCOME

Management Fee Income 5,105 5,032
CBH Capital works - paid on actuals 2,328 2,160
Other Fees & Charges 45 84
Internal Charges 42 43

TOTAL INCOME 7,519.7 7,319.8

TOTAL NET EXPENDITURE -94.2 -362.9 

COLCHESTER BOROUGH HOMES
Budget 2018/19

Property Services 
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Schedule 1.7
V2. 26.10.17 (Comparison)
Capital Programme 2018 - 2023 NEW NEW NEW NEW NEW NEW

Year 1 Year 2 Year 3 Year 4 Year 5
Work Programme 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19 2019/20 2020/21 2021/22 2022/23 2018/23

 '000,000s  '000,000s 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's
Capital Voids 0.700 0.700 0.700 0.718 0.757 0.600 0.750 0.624 0.624 0.620 0.610 3.229
Emergency Capital 0.200 0.200 0.100 0.103 0.575 0.373 0.340 0.150 0.150 0.250 0.050 0.940
HHSRS 0.100 0.110 0.090 0.050 0.050 0.050 0.050 0.050 0.250
Roof - Flat 0.100 0.400 0.100 0.103 0.050 0.000 0.100 0.300 0.000 0.100 0.000 0.500
Roof - Pitched 0.000 0.100 0.300 0.000 0.100 0.000 0.220 0.440 0.220 0.220 0.000 1.100
Structural 0.250 0.250 0.250 0.200 0.150 0.130 0.130 0.170 0.130 0.130 0.060 0.620
Windows & Doors 0.300 0.500 0.500 0.900 0.546 0.384 0.160 0.155 0.167 0.127 0.250 0.859
Dutch Quarter Windows & Doors 0.430 1.170 0.000 0.000 0.000 0.000 0.000 0.000
Kitchens 0.500 0.200 0.300 0.300 0.410 0.650 0.422 0.379 0.394 0.433 0.519 2.146
Heating 0.700 1.000 1.000 0.700 0.756 1.050 1.253 1.277 1.420 1.140 1.474 6.564
Re-wires 0.400 0.400 0.700 0.600 0.578 0.831 0.202 0.169 0.490 0.058 0.184 1.103
Asbestos, Legionella and Fire Safety 0.200 0.200 0.600 1.000 0.800 0.450 0.250 0.250 0.250 0.250 0.100 1.100
External Replacements 0.300 1.000 1.300 2.690 0.630 0.500 0.500 0.000 0.000 0.000 0.000 0.500
Bathrooms 1.700 1.000 1.000 0.400 0.105 0.100 0.453 0.440 0.725 0.931 1.489 4.039
Estates & Boundaries 0.100 0.100 0.300 0.200 0.225 0.175 0.100 0.150 0.160 0.190 0.050 0.650
Highways 0.150 0.200 0.200 0.200 0.200 0.200 0.200 0.200 1.000
Door Entry Systems 0.000 0.200 0.100 0.100 0.200 0.100 0.050 0.050 0.050 0.050 0.050 0.250
Block lighting 0.050 0.000 0.020 0.020 0.020 0.020 0.000 0.080
Sheltered Works 0.200 0.200 0.155 0.100 0.100 0.100 0.150 0.100 0.550
Stock Condition Surveys 0.100 0.100 0.100 0.103 0.103 0.099 0.100 0.100 0.100 0.100 0.100 0.500
Green Fund 0.000 0.040 0.041 0.041 0.041 0.041 0.041 0.041 0.041 0.041 0.205
Contingency 0.100 0.100 0.100 0.150 0.150 0.070 0.400 0.400 0.400 0.265 0.000 1.465
TOTAL 5.650 6.450 7.490 8.756 7.165 7.168 5.842 5.466 5.690 5.325 5.327 27.649
Contractor Total (Shaded) 4.300 3.800 3.000 2.00 1.848 2.631 2.330 2.265 3.028 2.562 3.666 13.851

Sheltered Review
Scheme 0.245 0.000 0.000 0.000 0.000 0.000 0.000
Sheltered Refurbishment, lifts & Lighting 0.13 1.3 2 1.60 2.200 0.362 0.000 0.000 0.000 0.000 0.000 0.000
Sheltered Heating 0 0.5 0.1 0.40 0.200 0.060 0.000 0.000 0.000 0.000 0.000 0.000

Garage Review
Refurbishment 0.2 0.5 0.25 0.250 0.325 0.300 0.425 0.200 0.000 0.000 0.925

Temporary Accommodation
Temporary Review 0.05 0.1 0 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000

Sewage Treatment Works 0 0 0 0.14 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000

Sub Total 5.78 8.5 10.19 11.15 11.406 9.748 6.142 5.891 5.890 5.325 5.327 28.574

Aids & Adaptations 0.5 0.5 0.5 0.21 0.210 0.210 0.200 0.200 0.200 0.200 0.200 1.000
0.31 0.326 0.310 0.310 0.310 0.310 0.310 0.310 1.550

Housing and Plannning Act Contingency 1.140 0.433 0.433 0.433 1.000 1.000 3.299
Capital Overhead 0.9 1.1 1.26 1.37 1.309 1.328 1.325 1.325 1.325 1.325 1.325 6.625

TOTAL 7.18 10.1 11.95 13.03 13.251 12.736 8.410 8.159 8.158 8.160 8.162 41.048

Revenue Programme 2016 - 2021 NEW NEW NEW NEW NEW NEW
Year 1 Year 2 Year 3 Year 4 Year 5

Work Programme 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19 2019/20 2020/21 2021/22 2022/23 2018/23
 '000,000s  '000,000s 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's 000,000's

Repairs 2.000 2.000 2.100 2.153 2.158 2.258 2.258 2.258 2.258 2.258 2.258 11.290
Revenue Voids CBH 1.100 1.100 1.110 1.138 0.400 0.350 0.350 0.350 0.350 0.350 0.350 1.750
Revenue Voids CBC 0.630 0.550 0.550 0.550 0.550 0.550 0.550 2.750
Gas Servicing 0.600 0.600 0.640 0.757 0.840 0.680 0.680 0.680 0.680 0.680 0.680 3.400
Servicing Contracts 0.200 0.300 0.300 0.205 0.205 0.280 0.280 0.280 0.280 0.280 0.280 1.400
External / Internal Painting 0.600 0.200 0.300 0.200 0.200 0.200 0.200 0.450 0.450 0.450 0.450 2.000
Customer Services Overhead 0.140 0.140 0.020 0.021 0.021 0.021 0.021 0.021 0.021 0.021 0.021 0.105
Fencing 0.150 0.150 0.154 0.154 0.235 0.150 0.150 0.150 0.150 0.150 0.750
Garages (Revenue) 0.100 0.100 0.040 0.040 0.040 0.040 0.040 0.040 0.040 0.040 0.200
Sewage Plant Repairs 0.015 0.010 0.010 0.010 0.010 0.010 0.010 0.050
External Servicing 0.080 0.080 0.065 0.065 0.065 0.065 0.065 0.065 0.325
Total 4.5 4.49 4.62 4.67 4.742 4.689 4.604 4.854 4.854 4.854 4.854 24.020

Total Capital & Revenue Budget 11.68 14.59 16.57 17.70 17.992 17.425 13.014 13.013 13.012 13.014 13.016 65.068
0.000 0.001 0.001 0.000 -0.002 0.000

HRA Total (No inflation) 14.107851 13.108335 11.705836 12.098598 14.047255 65.067875
HRA Total Smoothed (No inflation) 13.013575 13.013575 13.013575 13.013575 13.013575 65.067875

Asset Management Strategy Cost Tables 2018- 2023
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Schedule 2
COLCHESTER BOROUGH COUNCIL

Delegated CBC Budgets 2018/19
Service Summary

2017/18 2018/19
Service Summary Original Proposed

Budget Budget
£'000 £'000

Minor Works 68.0 68.0
Decoration vouchers and wardens materials 20.0 19.5
Community Initiatives 40.0 40.0
Grounds Maintenance 594.9 487.7
Communal cleaning 170.0 170.0
Sheltered facilities 130.0 130.0
Litter picking and rapid response service 130.0 130.0
Star Survey 0.0 0.0
Grants to organisations 75.0 92.5
Transfer Incentive Scheme 70.0 50.0
Removals/disturbance allowance 8.0 8.0
Leasehold -471.5 -457.8 
Services for older people 806.2 764.1
Temporary Accommodation 56.1 42.3
Welfare Reform 60.0 0.0
Homelessness Initiatives 501.2 501.2
Subregional CBL -28.3 0.0

TOTAL NET EXPENDITURE 2,229.6 2,045.5
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Schedule 3

2017/18 2018/19 Variance
Headcount Summary Staff Staff between

years
FTE FTE FTE

Service
Chief Executive 2.7 2.7 0.0
Housing Management 75.4 75.9 0.5
Business Services 21.9 25.5 3.6
Property Services 92.0 84.6 -7.4 
TOTAL HEADCOUNT 192.0 188.7 -3.3 

COLCHESTER BOROUGH HOMES
Budget 2018/19

Headcount Summary
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22 February 2018 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 7 

SUBJECT: Housing Investment Programme 2018 (HIP) 

REPORT BY: Mark Wright, Director of Property Services 
 (01206) 282760 
  mark.wright@cbhomes.org.uk 

FOR DECISION 

1. Decision Required

1.1 That the Board welcomes the decision by CBC to accept the proposed 
five-year Housing Revenue Account (HRA) Housing Investment 
Programme (HIP) 2018-2023 submitted to the Council by CBH. Board 
notes the Council’s approved HRA Medium Term Financial Forecast 
(MTFF) as set out at Appendix A. 

1.2 That the Board direct officers to implement the 2018/19 programme in 
accordance with the requirements of the Council and the Annual 
Delivery Plan. 

2. Purpose of the Report

2.1 This report sets out for Board Members the outcome of the Council’s 
consideration and formal decision making regarding the proposed five-
year Housing Investment Plan 2018-2023 submitted to the Council by 
CBH following the Board resolution on 29 November 2017. 

2.2 This report provides details of the funding statements and sources of 
income considered by the Council when making its decisions. It also 
recommends that the Board accepts and implements the decisions of 
the Council. 

3. Background & Content

3.1 At its budget-setting meeting in January 2017, the Council approved in 
principle the five-year 2017-2022 HIP. At the same meeting the 2017-
18 programme was agreed in detail, and the 2017-18 budget and 
supporting funding statement were approved. 
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3.2 At its meeting on 29 November 2017, the Board resolved to submit a 
draft Housing Revenue Account (HRA) Housing Investment 
Programme (HIP) 2018-2023 to the Council for consideration and 
approval through the Council’s budget setting process. Board also 
requested to receive a further report in February 2018 regarding the 
overall budget-setting decisions in respect of the draft submission. 

3.3 Each year as part of the process to agree the Council’s revenue and 
capital estimates the Cabinet is required to agree the allocations to the 
Housing Stock Investment Programme. These allow for work to be 
undertaken to maintain, improve, and refurbish the housing stock and 
its environment. This matter was considered by the Council at its 
Cabinet meeting of 29 January 2013. 

3.4 Cabinet Members were reminded that following the Cabinet meeting on 
30 November 2011 it was agreed in principle to accept a proposed 
five-year Housing Investment Programme (HIP) as the framework for 
procuring housing-related planned works, improvements, responsive 
and void works and cyclical maintenance, subject to overall budget 
decisions in January 2012 and annually thereafter. 

3.5 It was also agreed that the proposed five-year investment programme 
would be linked to the Asset Management Strategy (AMS) and 
reviewed annually in the light of available resources, and for each 
annual allocation to continue to be brought to Cabinet for approval as 
part of the overall HIP report. 

3.6 At its meeting on 31 January 2018, Cabinet resolved to approve the 
Housing Investment Programme for 2018/19 and noted the Capital 
Medium Term Financial Forecast (CMTFF) as the supporting funding 
for the HRA HIP. 

3.7 Cabinet noted in the report that the Board of Colchester Borough 
(CBH) had been apprised of the content of the Cabinet report 
submitted on 30 November 2011 and was now seeking approval for 
the 2018/19 Capital Programme (being the seventh year of the HIP). 

3.8 Board Members should note that the decisions of Cabinet have 
resulted in the adoption of the Housing Revenue Account Housing 
Investment Programme. This Programme was submitted to the Council 
as a result of the Board decision of 29 November 2017. 

4. Key Issues for 2018/19

4.1 The main issue relating to the HIP budget for 2018/19 is the continued 
impact of the Housing & Planning Act and the 1% rent reduction from 
2016/17, which undermined the viability of the HRA Business Plan. 
The rent reduction resulted in removing £143million of assumed rental 
income over the life of the 30 year business plan, significantly 
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impacting our capacity to deliver on the original AMS’s objectives. As a 
consequence, officers from CBC and CBH worked together on a 
‘Housing Futures Programme’, which established a set of principles to 
ensure the investment required within the stock maintained lettable 
properties, whilst working to a reduced budget over the next five years. 
It should be noted that further work will be required to prevent us 
reaching our debt cap in the years following this period. 

4.2 Although this is the seventh year of HRA Self-Financing, the level of 
investment in the housing stock and other projects has been reduced 
and is reflected in this report. As already stated, it has been necessary 
to review the Housing Revenue Account (HRA) current budgets and 
investment plans to ensure that these can operate within the limits of 
the HRA Business Plan and do not exceed the debt cap. 

4.3 Board Members will be aware of the proposed forced sale of Local 
Authority High Value assets to fund the voluntary Right To Buy for 
housing association tenants, which was announced in the Housing and 
Planning Act 2016. This requires local housing authorities to make a 
payment to the Government equivalent to the market value of a 
proportion of high value vacant housing owned by the authority (165 
stock-retaining local authorities who maintain a housing revenue 
account). Government have announced that no contribution will be 
expected from Local Authorities to support this programme in 2018/19.  
However, they are yet to announce any further information, post 2019 
since it has delayed implementation. Given there is no indication of 
how much the levy that we will have to pay in future years, work 
programmes for 2018/19 have been reviewed to allow a small 
provision to be made, which has been ring-fenced to mitigate against 
the potential impact of the provisions of the Housing and Planning Act. 

4.4 This report is considered as part of agreeing the Housing Revenue 
Account (HRA) estimates as the funding for the HIP, which covers 
capital investment in the housing stock, is very much linked to the 
overall level of resources for housing. 

Colchester Borough Council Strategic Plan References 

4.5  The HIP links to the following areas of the Council’s Strategic Plan:

 Welcoming - a place where people can grow and be proud to live.

 Vibrant - Develop a strong sense of community across the Borough
by enabling people and groups to take more ownership and
responsibility for their quality of life.

Prosperous - Provide opportunities to increase the number of homes 
available including those that are affordable for local people and to 
build and refurbish Council houses for people in significant need 

4.6 Consultation 
The Council conducted the bi-annual STAR survey through ARP 
Research in April 2016 with the specific aim of obtaining customer 
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feedback through a sample survey of general needs tenants (1,600), 
and all sheltered tenants and leaseholders. Questions were centred on 
the performance  of Colchester Borough Homes, tenant satisfaction 
with their homes, neighbourhood and services. The survey also 
attempted to identify tenants’ priorities on where we focus the provision 
of non-statutory services. 

  
4.7 Consultation has been undertaken as part of the process to review 

spending plans given the impact of the Governments rent reduction 
announcement referred to in paragraph 4.1. 

  
4.8 It should also be noted that thorough consultation will be carried out 

with tenants and leaseholders affected by any works to properties or 
areas as a result of the works programmes proposed within this report. 

  
5. Risk Management 
  
5.1 The focus of the report is an enabling and planning function and is a 

key action set out in the Corporate Strategic Risk Register under:-  

 Strategic Risk Reputational – Asset Management Strategy 

 Strategic Risk Professional – Asset Management Strategy 
The report addresses the forward budget provisions for Property 
Services and is a control and mitigation against a number of identified 
risks on the Company Operational and Strategic Risk Registers. 

  
6. HR Implications 

  
6.1 The anticipated outcome from the agreement of the recommendations 

of the report will be a requirement to review staffing levels in the short 
and medium term. Some recruitment may be temporary in nature to 
reflect the requirements of the service at the time.  

  
7. Legal Implications 
  
7.1 There are no legal implications arising directly from the 

recommendations of the report. 
  
8. Financial Implications 
  
8.1 The financial implications are considered in detail in the report however 

the outcome will be an overall decrease in the overall works 
programme being managed by CBH.  

  
9. Value for Money 
  
9.1 A reduced overall works programme will prove challenging to achieve 

further VFM savings, however, the service is committed to driving 
efficiency and reducing costs where it can to support the programme 
wherever possible. 
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10. Health & Safety Implications

10.1 There are no Health and Safety implications arising directly from the 
recommendations of the report. However budget provision has been 
identified that will facilitate the ongoing management of Legionella and 
Asbestos in occupied properties and common areas.  

11. Equality & Diversity Implications

11.1 Through the procurement strategy agreed as part of the Asset 
Management Strategy, all current and future procurement and 
purchasing documentation recognises, understands and supports CBC 
and CBH policies concerning Equal Opportunities, Diversity and 
Human Rights. 

11.2 The generic Equality Impact Assessment for the Decent Homes 
programme and the five-year Investment programme is available to 
view on the CBC Website. 

12. Residents at the Heart

12.1 The Housing Investment Programme proposed to the Board had been 
considered as part of the wider consultation process around the 
Housing Futures project and was the subject of a tenant survey and a 
tenant and Leaseholder event the outcomes of which were considered 
by the Board in December 17 as part of the recommendation to submit 
the revised investment programme to the Council for consideration. All 
as set out in the body of the report. The decision of the Council to 
adopt the proposed programme reflects the recognition of the value of 
this and the wider consultation undertaken earlier in the development 
of the Asset Management Strategy and the HRA business plan. 

12.2 Tenants and Leaseholder representatives have scrutinised the Asset 
Management Strategy and the work of the Asset Management Group 
and have played an integral role in the development of the strategic 
approach. 

13. Publicity Considerations

13.1 Any housing investment has a significant impact on the quality of life 
for local people. As a consequence the targeting and effectiveness of 
the programme has huge interest for Members and the public as a 
whole.  It is recognised that ongoing publicity will need to be conducted 
particularly as existing programmes continue and new capital 
programmes are introduced. Updates will be publicised to the 
customers in the areas to receive work during the year. 

14. Decision Required?

14.1 Yes 
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15. Appendix

15.1 The following document is appended to this report: 

 Appendix 1 – HRA Capital Medium Term Financial Forecast –
2018/19 to 2022/23

15.2 This report should be read in conjunction with the Board report and 
attachments considered by the Board at its meeting on 29th November 
2017. 
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Year 1 Year 2 Year 3 Year 4 Year 5 Year 1-5 Year 6-10 Year 11-15 Year 16-20 Year 21-25 Year 26-30

2018/19 2019/20 2020/21 2021/22 2022/23 Total Total Total Total Total Total

£000's £000's £000's £000's £000's £000's £000's £000's £000's £000's £000's

Revenue Account

Income (29,453) (29,407) (29,541) (30,198) (30,890) (166,180) (186,710) (210,465) (237,008) (268,501)

Expenditure 29,453 29,407 29,541 30,198 30,890 165,924 186,415 210,122 236,611 268,041

(Surplus)/Deficit 0 0 0 0 0 (256) (295) (343) (397) (460)

Opening HRA Balance (Surplus) (1,600) (1,600) (1,600) (1,600) (1,600) (1,600) (1,856) (2,151) (2,494) (2,891)

Closing HRA Balance (Surplus) (1,600) (1,600) (1,600) (1,600) (1,600) (1,856) (2,151) (2,494) (2,891) (3,351)

Capital Account

Investment:

Stock Investment Programme 8,688 8,934 9,131 9,400 9,677 45,830 75,465 79,441 97,243 98,149 156,603

Property Acquisitions (RTBB) 500 0 0 0 0 500 0 0 0 0 0

New Build 0 0 0 0 0 0 0 0 0 0 0

Total 9,188 8,934 9,131 9,400 9,677 46,330 75,465 79,441 97,243 98,149 156,603

Funded By (Resources):

Depreciation (3,484) (6,096) (6,403) (6,543) (7,025) (29,551) (41,078) (47,091) (55,400) (63,826) (73,405)

Revenue Contribution (3,454) (2,588) (2,478) (2,607) (2,652) (13,779) (10,033) (6,682) (5,501) (4,357) (3,950)

Capital Receipts (1,900) (250) (250) (250) 0 (2,650) 0 0 0 0 0

Grant (350) 0 0 0 0 (350) 0 0 0 0 0

HRA Reserves 0 0 0 0 0 0 0 0 0 0 0

New Borrowing 0 0 0 0 0 0 (15,092) 0 0 0 0

Total (9,188) (8,934) (9,131) (9,400) (9,677) (46,330) (66,203) (53,774) (60,901) (68,182) (77,355)

Debt:

HRA Debt at Year End 130,184 130,184 125,184 125,183 125,183 140,275 140,275 140,275 140,275 140,275

Debt Cap 140,275 140,275 140,275 140,275 140,275 140,275 140,275 140,275 140,275 140,275

Available Headroom 10,091 10,091 15,091 15,092 15,092 0 0 0 0 0
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22 February 2018 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 8 

SUBJECT: Medium Term Delivery Plan 2018-22 

REPORT BY: Gerardine Murphy, Service Development Manager 
 (01206) 282826 
 gerardine.murphy@cbhomes.org.uk 

FOR INFORMATION 

1. Decisions required

1.1 The Board is invited to consider and approve the draft CBH Medium Term 
Delivery Plan 2018-22 (MTDP). 

2. Purpose of Report

2.1 Under the Management Agreement there is a requirement for CBH to produce 
a Medium Term Delivery Plan. The current CBH Medium Term Delivery Plan 
initially covered the 2014-17 period. It has been refreshed each year and last 
year was extended to cover 2017/18. A new MTDP has been drafted to cover 
the period 2018-22, and is appended to this report for the Board’s 
consideration. 

3. Background

3.1 The MTDP plays a central role in the Company’s corporate planning and 
review cycle, and is the main vehicle by which CBH and CBC plan, deliver 
and monitor the fulfilment of our management agreement obligations. It 
covers:  
• CBH’s key priorities
• The resources available to provide the service
• Performance indicators and targets.

3.2 The Board discussed the strategic approach and key workstreams for the 
Delivery Plan at its September 2017 meeting and this was followed in 
November by a workshop discussion between CBH and CBC. The approach 
agreed was: 

 Organising the plan largely around service delivery areas

 Fewer key performance indicators (KPIs) more tightly focused on core

operational service delivery by CBH

 Longer horizons for target setting.
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3.3 In December 2017 a draft MTDP was circulated to Board members for 

comment, along with a sample reporting format. Since then we have been 
working closely with CBC to further develop the content of the MTDP. 

  
3.4 The Operations Committee reviewed the initial set proposed set of 

performance indicators at its November 2017 meeting. In February 2018 the 
Committee reviewed the draft targets, along with sample reporting pack, and 
made a recommendation to the Board that the KPIs and targets be adopted 
pending agreement with CBC. 

  
4. Next steps 
  
4.1 Once agreed by the Board, the Delivery Plan will need to be approved by 

CBC in line with the Management Agreement. Key performance indicators 
and targets are provisional until they are finalised and agreed by CBC.  

  
4.2 Informal discussions are currently underway with CBC and the draft MTDP 

has been reviewed by the Portfolio Holder for Housing and Communities. It is 
anticipated that the MTDP will be agreed formally at the joint CBH-CBC 
Principal Liaison meeting on 8 March 2018, for launch in April 2018. 
Performance indicators will be updated with end-of-year figures when 
available. 

  
5. Risk Management 
  
5.1 There are many external factors which will affect our ability to achieve the 

aims and the MTDP will be revisited on a regular basis to ensure that our 
aims remain ambitious yet achievable. The Management Agreement states 
that the following elements of the plan are reviewed annually: 

 Performance plan 

 Finance plan 

 Resource plan. 

  
5.2 The four-year horizons for KPI target setting are designed to facilitate 

discussions both internally and with CBC about forthcoming changes and 
available resources over the medium term, which will clarify expectations, 
support better planning and reduce risk. 

  
5.3 Currently performance against Delivery Plan KPIs is reported in full to the 

Operations Committee and on an exception basis to the Board, as well as 
being reported to CBC via regular liaison meetings. The Board will need to 
consider how reporting arrangements will work best under the revised 
governance structure to ensure risk is managed appropriately. 

  
5.4 The new reporting format has been designed along the lines of a smarter, 

more exception-based, reporting approach with less detail and more 
emphasis on highlights, forward look, risk, issues and mitigation. It is 
anticipated that the successor to the Operations Committee will scrutinise the 
report on a quarterly basis on behalf of the Board and that the Board will 
continue to receive a performance assurance report as at present, as well as 
having access to the full report via SharePoint.  
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6. HR Implications

6.1 There are no specific HR implications to this report. 

7. Legal Implications

7.1 There are no specific legal implications to this report. 

8. Financial Implications

8.1 CBH’s budgets for 2018/19 were agreed by Cabinet on 31 January 2018 and 
the proposed targets have been considered in the context of the resources 
available. 

9. Value for Money

9.1 KPIs and targets have been chosen to represent the best balance between 
cost and quality achievable within the available resources. 

9.2 The revised reporting format will allow a more streamlined and less resource-
intensive reporting process, saving management time and resources. It is 
hoped that it will also make relevant information more accessible to those 
monitoring and scrutinising our service delivery. 

10. Health & Safety Implications

10.1 The proposed structure of the new MTDP gives prominence to compliance, 
enabling key health and safety information to be brought to the Board’s 
attention as appropriate. 

11. Equality & Diversity Implications

11.1 An equality impact assessment has been carried out on the MTDP. 

12. Residents at the Heart

12.1 Customer satisfaction is a key focus in the new MTDP and customer feedback 
will continue to be monitored closely as one of the headline KPIs. 

12.2 A focus group of residents took place on 25 January to discuss the draft 
MTDP and KPIs. 

13. Decision Required?

13.1 Yes 

14. Appendix

 Draft Medium Term Delivery Plan 2018-22.
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Foreword from the Chair and Chief Executive 

Our Medium Term Delivery Plan 2018-22 sets out the framework for delivery 
and monitoring of services we provide on behalf of Colchester Borough 
Council. We deliver a wide range of high-quality, low cost services, including 
tenancy and property management for the Council’s tenants and 
leaseholders, the housing options service, management of the Borough’s 
public buildings and delivery of new projects. 

Our aim is to deliver great services that make a difference and be the trusted 
choice for local housing, property and community services. We will achieve 
this by delivering services that are valued by our customers and serving our 
communities. To do this we will continue to focus on customer 
satisfaction, value for money and positive outcomes in the community, and we 
have a number of other plans in place alongside this plan which set out how 
we will develop as an organisation to support the services we deliver for the 
Council. 

Anne Grahamslaw (Chair) Gareth Mitchell (Chief Executive) 
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Delivering our services – Performance Plan 
2018-22 

Customers 

Our Customer Plan sets out how we plan to achieve our ambition of being 
among the top 25% of similar organisations for customer satisfaction by 
2022. We plan to do this by: 

 Communicating better with customers & promoting more effectively
the value of our services

 Listening to customers consistently across our business and
translating customer insight into priorities & service design

 Improving access to services

 Empowering staff & supporting a customer-focused culture.

Major areas of focus to improve customer satisfaction will include upskilling 
and empowering staff, using customer insight and feedback to improve 
services and upgrading of systems and our online offering to support better 
customer service. 

Customer satisfaction % 

We will monitor satisfaction at the point of service to ensure customers are 
satisfied with the service they have received. We will monitor aspects of our 
service such as repairs and maintenance, new tenants moving in and 
property upgrades.1 

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

New 
96.4 Q3 

94.9 YTD 
95 95.5 96 96.5 

1 Further development of this KPI will take place during 2018/19 to incorporate other areas 
such as antisocial behaviour, homelessness & housing options, customer service centre and 
repairs carried out by sub-contractors. 
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Repairs & maintenance 

The next few years will present an increasingly challenging environment for 
our repairs and maintenance service. Managing the impact on demand for 
responsive repairs due to reductions in the capital programme will be a key 
priority, and will mean working with the Council to implement a new repairs 
policy and repairs standards.  

We will also need to manage the impact on customer satisfaction of difficult 
decisions due to budget pressures, for example the reduced fencing 
programme. 

We will continue to focus on delivering an effective service for our 
customers by focusing on getting repairs right first time and improving 
communications around repairs; we will be working on making better use of 
technology, including how customers report repairs and how repairs are 
scheduled and managed. 

Our challenges will also include making sure we continue to attract, 
develop and retain the best staff in a competitive environment. This will 
help us ensure that our repairs service delivers value for money by making 
the best use of our own team and our network of suppliers. 

We will be managing the framework of new repairs & maintenance 
contracts in place from 2017 and our focus will be on ensuring customers 
are satisfied with the service delivered by our subcontractors. The new gas 
servicing & repairs contract is expected to save in the region of £100K per 
year. 

The introduction of new wiring regulations from April 2018 will potentially 
impact on training and rewiring costs and these will need to be factored into 
resourcing of the whole service. 

Repairs completed on time % 

We will monitor the percentage of repairs which are completed within 
agreed timeframes: 21 working days for routine repairs, 24 hours for 
emergency repairs, 3 working days for urgent repairs and 3 months for 
programmed repairs. 

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

96.75 
98 Q3 

98 YTD 
97 97.25 97.5 97.75 
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Housing options and homelessness 

We will continue to provide high quality housing options and homelessness 
services, working with the Council and partners to deliver the local 
homelessness strategy. 

Our focus will remain on reducing homelessness through early intervention. 
The new duties under the Homeless Reduction Act will mean increased 
homelessness prevention and relief activity and are likely to result in higher 
demand for the provision of accommodation, as well as a rise in associated 
costs. An increase in customer demand, reviews and partner referrals will 
require the development of new partnerships and improvement of existing 
ones. 

A new co-ordinated approach to tackling entrenched rough sleeping will 
mean a renewed emphasis on improved partnership working, more work to 
identify those likely to end up on the streets and new service level 
agreements with partners to tie in with grant allocation. 

We aim to minimise the use of temporary accommodation and in particular 
bed and breakfast accommodation. Our focus will continue to be on 
minimising temporary accommodation costs while increasing the supply of 
good quality alternative accommodation; this will include improving the 
private sector leasing scheme and Homefinder offer through better service 
provision, developing an effective landlord incentive scheme and setting up 
a project steering group to include private landlords. 

Homelessness prevention & relief % 

We will monitor the proportion of cases where advice or assistance has 
been provided to households who are homeless or threatened with 
homelessness which has resulted in homelessness being prevented.2 

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

45 
59 Q3 

 54 YTD 
50 New New New 

2 Currently this is the existing homelessness prevention measure submitted as part of our 
statutory returns. Implementation of the new Homelessness Reduction Act will mean that from 
April 2018 we will be measuring homelessness prevention and relief rather than prevention 
alone. The new methodology and baseline are to be confirmed once government guidelines 
are in place, and the measure will be reviewed after new duties/measures under the 
Homelessness Reduction Act are implemented. 
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Housing asset management 

Our challenge over the next few years will be to continue to provide high 
quality homes in an environment of limited budgets. In response to 
government policies, including rent reductions of 1% per year over 4 years, 
the Capital Programme budget has been reduced by £2.25m per year for 
the next 4 years. 

Over the next few years our focus will be on implementing the Housing 
Futures programme which will mean moving from a condition-based 
investment programme to a planned approach. The revised programme will 
only address retaining the Decent Homes standard and ensuring the stock 
and surrounding estates are safe.  

The team will be focusing on essential works: kitchens, bathrooms, 
heating, rewires, windows, doors, roof replacements, footpath safety 
repairs, asbestos removal and garage refurbishments. 

We will continue to assist the Council in identifying medium term strategic 
options for the stock under the Asset Management Strategy and we will 
support the Council in ensuring the long-term sustainability of its 30-year 
Housing Revenue Account Business Plan.  

We will provide support to the Council on its ambitions for the development 
of new homes. 

 
Capital program elements completed on time % 

We will monitor progress against the capital programme delivery schedule 
agreed at the start of each year.  

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

New New 95 95.5 96 96.5 
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Housing management 

Welfare reform will continue to have an impact on our customers and the 
business, in particular the transition towards Universal Credit. Our focus 
will be on supporting tenants to sustain their tenancies and maintaining 
collection rates.  

To do this we will continue to develop staff knowledge and skills, and we 
will work towards a better understanding of the support needs of our 
customers to help them sustain tenancies. 

To maximise income collection we will develop our rent collection 
processes, and by ending tenancies more effectively we will reduce the 
money owed by former tenants. 

We will improve community safety by working with partners and offering a 
range of interventions to support victims of antisocial behaviour throughout 
the Borough. Ensuring that estates and communal areas are kept clean 
and safe will continue to be a high priority. 

Providing high quality, efficient services to our leaseholders and 
maintaining collection rates for leasehold service charges and capital 
repairs will continue to be an important focus. 

We will communicate more effectively to demonstrate to tenants and 
leaseholders that we listen and improve services. 

Our new Community Plan will set out how we will work to ensure 
vulnerable residents can access the support they need, promoting health 
and wellbeing and tackling financial and digital exclusion, ensuring better 
outcomes for the community by working in partnership with others. 

Rent collection % 

We will monitor the rent collected from current tenants as a percentage of 
the rent collectable plus any arrears at the start of the year. 

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

98.5 99.4 YTD 98 98 98.2 98.5 
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Letting homes 

We will be working with CBC to review the Colchester minimum standard 
for newly-let properties whilst endeavouring to maintain customer 
satisfaction. 

We will start, amend and end tenancies more efficiently, minimising void 
times and rent lost through properties being empty. A key priority will be 
maximising the use of Council homes, for example targeting under-
occupation by promoting mutual exchanges and encouraging tenants to 
downsize where appropriate. 

As well as carrying out our own works to vacated properties we will be 
managing the voids contract with Mears which commenced in 2017; the 
contract now covers insurance works and will speed up turnaround times 
for empty properties. 

Average days to re-let general needs properties 

We will monitor the number of days taken to re-let vacant general needs 
homes, including any days spent in capital works. 

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

25 
25 YTD 
25 Q3 

25 25 24.75 24.75 
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Corporate asset management 

We will continue to support delivery of the Council’s Corporate Asset 
Management Strategy; this includes the completion of stock condition 
surveys and resulting Building Maintenance Programme works. The team 
develops and manages a planned programme of maintenance works 
operating on a five-year cycle.   

We will be working with the Council on the re-tender of its Planned 
Preventative Maintenance contract for corporate buildings. 

An important area of focus over the next few years will be enhancing the 
effectiveness and value for money of the Technical Services team. 

Corporate facilities repairs completed on time % 

We will monitor the percentage of responsive repairs which are completed 
within agreed timeframes: immediately in the case of emergencies, 24 
hours for urgent repairs and 30 days for non-urgent repairs. 

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

New 79 80 85 90 95 
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Compliance 

We will continue to ensure that high-quality health and safety and risk 
management frameworks are in place and that risks from gas, fire hazards 
and asbestos are actively managed. We will implement best practice in 
governance & risk management. 

We will be completing works resulting from programme of Fire Risk 
Assessments carried out in 2017. 

Gas safety will continue to be a high priority; we will be managing the 
Council’s gas servicing & repairs contract and implementing a new “MOT” 
approach to gas servicing which has been in place since 2017 and is 
expected to save in the region of £100K per year.  

We will seek to maintain our accreditations for ISO 9001 Quality 
Management, ISO 14001 Environmental Management, OHSAS 18001 
Occupational Health and Safety Management. 

Gas compliance % 

We will monitor the percentage of tenanted homes with a gas supply which 
have a valid gas service certificate.  

2017/18 
target 

2017/18 
latest 

Targets 

2018/19 2019/20 2020/21 2021/22 

100 100 100 100 100 100 
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Financial plan 

The annual turnover of the Housing Revenue Account (HRA) and Housing 
Investment Programme is around £41 million. Of this, £11.4 million each year 
is for our management and delivery of services, with a further £24.1 million 
managed through delegated budgets. This includes £8.5 million for the 
Mercury Rising Project. 

The management fee is set in line with the provisions of the 30-year HRA 
business plan on an annual basis. In addition, we also manage General Fund 
activities relating to Housing Options and Corporate Facilities Management. 

Our Business Development Plan will support us in our aim of generating extra 
income to support our priorities and our sustainability as a business. Our 
Value for Money, Technology and Investment Plan sets out how we will 
generate savings to reinvest in our services. 

2018/19 

£,000s 

2019/20 

£,000s 

2020/21 

£,000s 

2021/22 

£,000s 

Turnover 

Management fee 9,274 9,459 9,649 9,842 

Capital works 2,160 2,203 2,247 2,292 

Interest 10 10 10 11 

Total turnover 11,444 11,673 11,906 12,144 

Expenditure 

Housing management 1,445 1,474 1,503 1,533 

Sheltered housing 561 572 584 595 

Business services and 

overheads 
1,472 1,501 1,531 1,562 

Housing Options 775 791 806 822 

Repairs & 

refurbishment 

management 

1,837 1,874 1,911 1,949 

Facilities management 

of public buildings 
215 219 224 228 

Corporate services 287 293 299 305 

Revenue works 2,693 2,747 2,802 2,858 

Capital works 2,160 2,203 2,247 2,292 

Total expenditure 11,444 11,673 11,906 12,144 

Figures from 2019/20 onwards assume a 2% per annum uplift and can only 
be considered estimates at this stage; these figures will be agreed on an 
annual basis over the lifetime of the plan. 
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Delegated budgets 

 

Budget 
2018/19 

£,000s 

2019/20 

£,000s 

2020/21 

£,000s 

2021/22 

£,000s 
Housing Investment 

/refurbishment programmes 
6,250 6,375 6,503 6,633 

Revenue works 1,399 1,427 1,456 1,485 

Corporate facilities - capital 

works 
12,500 4,000 4,000 4,000 

Corporate facilities - revenue 

works 
1,917 1,955 1,994 2,034 

Total works 22,066 22,507 22,957 23,417 

Revenue delegated budgets  2,045 2,086 2,128 2,170 

Total delegated budgets 24,111 15,843 16,080 16,322 

 
Figures from 2019/20 onwards assume a 2% per annum uplift (with the 
exception of corporate facilities capital works) and can only be considered 
estimates at this stage; these figures will be agreed on an annual basis over 
the lifetime of the plan. 
 
2018/19 figure includes one-off income of £8.5 from the Mercury Rising 
project; corporate facilities capital income is not currently projected to rise 
from 2019/20.  
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Resources plan 

The Colchester Borough Homes Strategic Plan sets out how we will develop 
as a business to support and enhance delivery of our services and provide 
customer satisfaction, value for money and positive outcomes in the 
community. 

Our staff are our greatest asset, and our People Plan will focus on how we 
can continue to be an employer of choice and get the best out of our staff. 

We are constantly striving for efficiency in every area of our business and will 
continue to focus on achieving even more with the resources available. Our 
Value for Money, Technology and Investment Plan and Working Smarter 
project will help us to make the most of the resources we have, including 
developing our use of technology, embedding a new outcome-based 
approach to performance management and redesigning services to generate 
efficiencies. 

Our Leadership and Governance Plan will ensure we continue to develop the 
appropriate skills and framework to support accountability and inspire trust in 
CBH as an organisation. 
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Monitoring Delivery 

Delivery is monitored via a performance framework agreed with the Council 
which encompasses partnership working, governance and tenant scrutiny, 
regular planning and reporting, benchmarking with other organisations and 
external assessment: 

 Council liaison: Quarterly meetings, performance data discussions,
Capital Monitoring Group, Asset Management Group meetings

 Reports and key documents: Monthly and quarterly performance
reports, Property Services KPI pack, statutory returns, annual report,
standardised tenant survey report

 Tenant Scrutiny: Resident Board members, Services & Operations
Panel,3 focus groups, satisfaction surveys, tenant and leaseholder
events

 Internal scrutiny: Board and committees, panels, internal audit

 Benchmarking: HouseMark, informal benchmarking with other
organisations

 External assessment: third party organisations/bodies, e.g. OHSAS
18001, Investors in People.

Key performance indicators are monitored using a quarterly performance 
review approach. This involves targets and detailed analysis for a wide range 
of indicators and is shared with the Council as well as being reviewed 
internally and benchmarked externally on a regular basis. 

We are committed to supporting local decision making and accountability and 
we will continue to support scrutiny by Council tenants as part of the co-
regulatory regime. Our Customer Plan and Leadership Plan set out how we 
encourage and facilitate wider and more representative participation by local 
residents in shaping the delivery of housing services. 

3 DesignationTBC 
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Related documents – the strategic framework 

Colchester Borough Council Strategic Plan 

We are committed to working with our parent organisation Colchester 
Borough Council to share in the delivery of its vision for the Borough.  

The Council’s Strategic Plan 2018-214 outlines its overall objectives to support 
Growth, Responsibility, Opportunity and Wellbeing (GROW) in the Borough. 
Colchester Borough Homes can make a significant contribution, particularly to 
the following aims: 

 Target support to the most disadvantaged residents and communities

 Promote responsible citizenship by encouraging residents to get
involved in their communities and to identify solutions to local issues

 Ensure residents benefit from Colchester’s economic growth with skills,
jobs and improving infrastructure

 Educate those residents who behave anti-socially about the impact of
their behaviour

 Encourage belonging, involvement and responsibility in all the
Borough’s communities

 Work with Essex Police and partners in the Safer Colchester
Partnership to make Colchester an even safer place

 Create new social housing by building Council homes

 Develop jobs, homes, infrastructure and communities to meet the
Borough’s future needs by creating new Garden Communities

 Work with partners to create a shared vision for a vibrant town centre

 Encourage re-use and recycling to reduce waste to landfill

 Improve standards in the private rented sector

 Help residents adopt healthier lifestyles by enabling the provision of
excellent leisure facilities.

The Council has also set out a number of strategies and plans where CBH 
has an important contribution to make, including: 

 Housing strategy

 Homelessness strategy

 Housing asset management strategy

 Housing development strategy

 Corporate asset management strategy

 Environmental sustainability strategy

 Community enabling strategy.

4 Draft CBC Strategic Plan, subject to adoption by CBC on 21 February 2018. 
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Colchester Borough Homes Strategic Plan 

The CBH Strategic Plan 2017-22 sets out how we will develop as an 
organisation over the next few years to support us in delivering great services 
that make a difference. We aim to be the trusted choice for local housing, 
property and community services, and we achieve this by delivering services 
that are valued by our customers and by serving our communities. 

To do this we will need to focus on customer satisfaction, value for 
money and positive outcomes in the community; we recognise that we will 
need: 

 Excellent customer service 

 A smarter approach to the way we work  

 Increased income 

 Effective governance & leadership 

 Partnerships that deliver for our communities. 

As well as the Medium Term Delivery Plan, we have a range of plans to 
support our Strategic Plan priorities and make sure that we develop as an 
organisation to support the services we deliver: 

 Customer plan 

 Value for money, technology & investment plan 

 People plan 

 Business development plan 

 Leadership plan 

 Community plan. 

Our Board, customers and staff will help us monitor progress against these 

goals. 
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REPORT TO COLCHESTER BOROUGH HOMES 
BOARD 

DATE: 22 February 2018 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 9 

SUBJECT: Strategic Risk Register 

REPORT BY: Michael Hadjimichael, Director of Resources 
 01206 507815  
  Michael.hadjimichael@cbhomes.org.uk 

FOR DECISION 

1. Purpose

1.1 

1.2 

To approve the Strategic Risk Register and progress on mitigating actions. 

For the Board to suggest and consider any emerging risks that should be 
included on the Strategic Risk Register. 

2. Background & Content

2.1 The Board approved a revised Risk Management Strategy at its meeting on 
12 September 2016. Under this strategy the Finance and Audit Committee 
(F&A) has a remit to scrutinise the Risk Register and to report to the Board on 
high-level and difficult to manage risks.  This is now a standing item on the 
agenda for all future meetings. 

Strategic Risk Register 
2.2 

2.3 

2.4 

2.5 

The strategic risk register was presented at the most recent Board meeting on 
29 November 2017.  No new emerging risks were identified by the Board at 
that meeting. 

The register can be found at Appendix 1. 

New Risks 
No new risks have been separately identified by management since the last 
Board Meeting on 29 November 2017. 

Removed Risks 
No risks have been removed from the register since the last meeting. 
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2.6 
 

Progress on Further Actions: 
All identified actions remain in progress and are reviewed monthly by the 
DMT. 

3. Financial Implications 
  
3.1 Robust risk management and financial management is required to ensure that 

service delivery is not compromised and that financial exposure is mitigated.   
 
4. 

 
Value for Money Implications 

  
4.1 Strong financial control will identify and drive efficiencies, enabling resources 

(both financial and people) to service provisions that may require it. 
 
5. 

 
HR Implications 

  
5.1 All senior members of staff review their operational risks on a quarterly basis 

and are escalating these if deemed necessary. Risk management training will 
be provided to managers later in the year. 

  
6. Residents at the Heart Implications 
  
6.1 An action plan, including a communications strategy, will be developed to 

ensure that the impact of the Housing and Planning Act 2016 is made known 
to residents and to ensure that those affected will be assisted where possible. 
 

7. Legal, Health & Safety and Equality & Diversity Implications 
  
7.1 All of the above are given due consideration when determining the risk 

exposure to the organisation.  Where the position is unclear, professional third 
party advice is sought. 

 
8. 

 
Risk Management 

  
8.1 
 
 
 
8.2 

The Director Management Team and Senior Management Teams are 
currently engaging with Mazars LLP (Internal Auditors) to enhance the Risk 
Management Framework and awareness at CBH. 
 
If the Company does not have a robust Risk Management Strategy and Action 
Plan, then its progress to achieving its key goals will be impaired or 
unachievable. 

  
9. Appendix 
  
9.1  Appendix 1 – Strategic Risk Register  

 Appendix 2 – Risk Heat Map 
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Risk Register - 2017/18

Risk No Area Risk Potential Consequences Risk Type Unmitigated 
Score Assurances Current Score Further Actions Completion date Target Score Comments/Progress Update

Performance Management Action Plan developed for redesign of reporting 
and new structure Apr-18

Consider system options for new business. Ongoing

Properly resourced initiatives.         Ongoing

Assessment for each project Ongoing
Establish a trading subsidary On-Hold

Review approach/methodology for collated information and monitoring and 
consider resourcing requirements where necessary Ongoing

Develop partnership with the DWP to make most effective use of resources 
Ongoing

Continual Review and reforecasting of the financial position to enable efficient 
deployment of resources within CBH and the wider HRA Business Plan

Ongoing

Implementation of Private Sector Letting Scheme (PSL) to offset escalating 
costs of Temporary Accommodation

In Place

Engage CBC for early discussions as to possible consequences for the social 
housing provision in the borough Ongoing

Develop Action Plan to manage the impact of the new regulations TBC

Engage CBC for early discussions as to possible consequences which 
include the demand and supply of affordable housing 

Apr-18

Review of approach to Temporary Accommodation Apr-18
Develop communication and information plan Apr-18

Failure of our Housing Management Systems and 
associated modules/support to enable CBH to 
deliver its core services

Service delivery impeded, restricted or 
compromised by IT systems breaking 
down or not meeting new business 
requirements, resulting in poor service 
and additional cost

Technological / 
Economic and Financial 

/ Reputational

2 Strategic
New Trading Opportunities Detract from Core 
Business and income achieved through new 
ventures is insufficient

Reduced Performance - Increase in 
complaints and loss of reputation
Reduction in Council's confidence in CBH 
through failing to meet key expectations

Reputational/    
Professional/       

Economic

Key personnel TUPED from Capita to CBC from 1 April 2017. 6 month tranisition 
period completed where key processes/knowledge are appropriately documented 
and transferred.  New Structure now in place and established.  Review of Housing 
Management Systems on 'Application Refresh' project list

12 9

Corporate ICT and DOR are in regular dialogue to ensure there is no compromise to 
CBH's service provision. Initial scoping solution on new Housing Solution took place in 
June 2017. Timeframe for a decision on a solution has yet to be determined.  Housing 
Systems currently in consultation about transferring to CBH.  Potential synergies of team 
moving identified.

151 Strategic

The appointment of the CEO in September 2016, who worked for CBC, has further 
strengthened the relationship between the two organisations, with regular meetings 
between the Chair, both CEOs and Porfolio Holder now taking place. The CEO has also 
been appointed to the Board of Colchester Amphora Homes (CBC's development 
company)

Carry out a core business risk assessment before agreeing new projects. Ongoing 6

Business Development is a key theme of Proposed Strategic Plan and will be presented at 
the Feb'18 Board for approval. There continues to be opportunities via CBC to provide 
professional services for Corporate Projects with other potential opportunities presented to 
the Business Opportunities Panel at each meeting. All opportunties considered and those 
approved are in line with the Trading Protocol.

12
Ring fence new business wherever possible.
Trading protocol created. Business Opportunities Panel in place.
Financial Risk Management for new business agreed.

9

Relationship with CBC not maintained or effective

Detract focus of Board and senior 
management leading to damaging 
service delivery and new initiatives, 
ultimately closure of ALMO.

Reputational 12

4 Strategic Impact of Welfare Reform adversely affecting the 
ability to collect rents from tenants

Increasing financial pressure on tenants 
leading to possibility of increasing rent 
arrears, possible transfers and increase 
in homelessness, increase in court 
actions

Economic/           
Reputational

16

Maintaining the regular liaison meetings at all levels. Chief Executive keeping a 
watching brief that these are maintained and effective.

6

No surprises, no blame culture
Celebrate what is good
One organisation - where there is a joint accountability across teams and 
resolve                

Ongoing 43 Strategic

15

Increased resources to support tenants to maintain payment and claim Discretionary 
Housing payments; Close work with CBC Housing Benefits. Revision to financial 
inclusion strategy. Creation of digital inclusion strategy. Worklessness strategy. 
Increased payment methods available. Increased financial support and assistance. 
Increased opportunity for DD. Staff trained.  Risk actively reviewed at each 
Operations Committee.

12 9

5 Strategic Changes in Economic & Political environment may 
impact on financial viability of organisation

The Economic Environment 
(Inflation/Interest Rates), Reduction in 
social housing due to RTB extension, 
selling vacant high value properties and 
changes in planning requirements, 
leading to Management Fee reductions 
and not being able to maintain contracted 
level of services. CBH service delivery 
adversely affected due to financial 
constraints

Economic/            
Reputational

Welfare Reform Strategic Action Group set up with key partners within CBC 
and CBH Ongoing

Financial inclusion team supporting those in financial difficulty. Postive outcomes achieved 
from this and Grant agreement with CAB for debt advice. Ongoing partnership for delivery 
of change with the local Job Centre Plus 

6 Strategic Impact of Homelessness Reduction Act Increase in demand for housing options 
and temporary accommodation 

Economic/            
Reputational

15
Maintaining close contact with DCLG to follow and comment on the implementation 
of the Act. Board will be breifed on the Act and the likely consequences. Risk actively 
reviewed at each Operations Committee.

15

Maintaining the regular liaison meetings at all levels and work closely with CBC 
colleagues to ensure impact is minimalised to continue to provide a social housing 
solution that fits the requirements of the Borough. Annual management fee budget 
setting process. Annually agreed Delivery Plan. Regular liaison with Portfolio Holder.

10 10

Uncertainty remains in the sector as it awaits the publication of the Social Housing Green 
Paper in spring 2018 and the findings of the Hackett review on Building Regulations and 
Fire Safety.                                                                                     CBH has developed its 
first iteration of a Business Plan that will be monitored by Board and DMT.   CBH supports 
the wider HRA business plan as well and is subject to regular review and stress testing.

10
The Legislation comes into effect from 1 April 2018. The Housing Options team has been 
restructured with the requirements of the new legislation taken into consideration. C.£500k 
grant funding for prevention initiatives received by CBC.
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CBH Risk Register 2017.18 - Heat Map
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22 February 2018 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 10 

SUBJECT: Committee Terms of Reference Review 

REPORT BY: Owen Howell, Board Assurance Officer 
 (01206) 282518  
  owen.howell@cbhomes.org.uk 

FOR DECISION 

1. Decisions Required

Decision 1 
1.1 To approve the revised Terms of Reference for the Finance & Audit (F&A) 

Committee. 

Decision 2 
1.2 To approve the new Terms of Reference for the Appointments and 

Remuneration Committee. 

Decision 3 
1.3 To approve the new Terms of Reference for the Residents’ Panel. 

N.B. Discussion relating to Decision 3 will be minuted within the confidential 
record of this meeting. 

2. Introduction

2.1 Following the Board’s decision to approve changes to its Committee system, 
a review of our Committees’ Terms of Reference is being carried out. The 
Terms are found as Appendices 1 – 3. Consultations have already been 
carried out and Board must decide whether these Terms would benefit from 
additions or amendments. 

2.2 Board should note that, although the ‘Services Panel’ will not be a formal 
Board Committee, it will be an important body, will be chaired by a Board 
Member and will include other Board Members, so its Terms of Reference are 
being presented for Board approval here (Appendix 3).   
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3. Substantive Amendments 
  
 Amendments to F&A Committee Terms of Reference 
3.1 The revised Terms of Reference can be found as Appendix 1. Members will 

note that the Terms have been put into the CBH corporate document 
template. Whilst the wording is what was recommended for approval by F&A 
Committee (including their amendments), the formatting and numbering have 
changed from the version which was examined at the Committee stage. This 
is part of the effort to standardize the format of all corporate documents at 
CBH. The tracked changes and comments have been preserved so that 
Members can readily identify changes to the wording of the previous Terms of 
Reference. 
 
The main amendments are: 

 To specifically lay down the requirement that all Members should be non-
executive directors and exclude the Chair of the Board. The Chair of the 
Board does not sit on the Committee, but this has not previously been 
specifically codified in the Terms of Reference. 

 To add an over-arching Statement of Purpose paragraph. 

 Additional explanation as to the Committee’s role in overseeing and 
working with external and internal audit. 

 Additions of extra detail as to how meetings of Committee are convened, 
prepared for and staffed. This includes the holding of extraordinary 
meetings, should this be requested by any member of the Committee or 
by internal or external audit. 

 The stating of Committee’s authority to make such recommendations to 
the Board as ‘it deems appropriate on any area within its remit where 
action or improvement is deemed necessary.’ 

 The additional right to call meetings with internal or external auditors, 
should the Committee deem this necessary. 

  
 New Terms of Reference for the Appointments and Remuneration Committee 
3.2 
 
 
 
 
 
 
 
3.3 
 
 
 
 
3.4 

As this is a new Committee (replacing Governance and Remuneration 
(G&R)), a new set of Terms has been drawn up for Board to examine and 
approve. This was done by referencing the UK Corporate Governance Code 
(2016) and the best practice guidance and model terms published by ICSA: 
The Governance Institute. It should be noted that ICSA model terms details a 
small Committee of around three members. However, this is generalized 
guidance and states that organisations must adapt them to suit. 
 
The delegations of Board powers relating to appointments and remuneration 
were transferred from G&R Committee into these Terms (with amendments 
as appropriate) and an initial ‘soft’ review was carried out by the Director of 
Resources and the Chair of the Board. 
 
The new Terms can be found as Appendix 2. Members may notice that these 
are much tighter in scope than the Terms which applied to G&R Committee, 
as this new Committee will have a much more focussed remit. However, 
Members should be aware that it is a Board decision as to how wide or 
narrow this remit should be, and so discussion on this is welcome so as to 
ascertain whether Board wishes to widen the Committee’s responsibilities 
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‘Services Panel’ Terms of Reference 
3.5 

3.6 

Whilst the creation of this Panel coincides with the dissolution of the 
Operations Committee, it should be noted that this is not a ‘like-for-like’ 
replacement, and that the Panel will have a distinctly different remit and 
working practices, summarized by the following excerpt from its draft Terms of 
Reference (Appendix 3): 

The Panel’s purpose is to consider and feedback to our Board on issues such 
as: 

 Policies which will affect services to residents

 Influencing decisions regarding housing services, including setting
standards regarding the management of their homes

 Providing challenge and scrutiny of service area performance

 The delivery of housing management, repairs and maintenance
services

 Issues arising from complaint trends

The Panel is advisory in nature, giving Panel members an opportunity to 
examine issues which affect how our services are accessed and delivered – 
now and in the future. 

Following examination of the first draft of the Panel’s Terms of Reference by 
Operations and G&R Committees, the main points raised by committee 
members were considered and a new draft produced, focussed more on what 
the Panel can do, and removing most of the content which had said what the 
Panel must do.  

The language used was changed, to move away from formal phrasing (of the 
type required by formal committees which exercise delegated powers from the 
Board) and be more conversational, approachable and inclusive. 

This Panel can very-much be shaped both by the Board’s decision on its 
Terms of Reference at this meeting, and by the Panel itself, once it is 
constituted. We have intentionally kept these Terms as non-prescriptive as 
possible so that the Panel can commence its work and then, over time, 
identify if there are any changes which could be made to assist its operation. 
These might lead to a request to change its scope, or may involve laying out 
more detail on how it should function so as to work effectively.  

Members should note that the Chair is to be decided by the Board. Whilst we 
have not specifically stated that the Chair must or should be a Board Member 
(as we did not want to limit the Board), the consultations have very-much 
been geared towards an expectation that the Chair will be a serving Board 
Member. 

4. HR, Health & Safety and Equality & Diversity Implications

4.1 None specifically, although it should be noted that we will be looking to have a 
heterogeneous membership for our ‘Services Panel’, representative of our 
different and diverse service users. Members may wish to consider whether 
specific wording should be added to the Panel Terms of Reference to 
highlight and require this. 
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5. Risk Management 
  
5.1 The adoption of strong and comprehensive terms of reference for Board 

Committees and Panels is essential for the good governance of the Company, 
scrutiny of service provision and performance, and the effective oversight of 
governance, finances and corporate risks relating to CBH. 

 
6. 
 
6.1 
 
 
 
6.2 

 
Value for Money and Financial Implications 
 
The Board must ensure its terms of reference are appropriate and enable it to 
carry out its responsibility to help ensure CBH gets best value for the money it 
spends on service provision and commercial ventures. 
 
The Board must also ensure that its Committee and Panel terms of reference 
give them sufficient scope to monitor the financial performance of the 
Company and identify any causes for concern which may require mitigation 
and/or notification of the Board. 
 

7. Legal Implications 
  
7.1 The Finance & Audit Committee plays an important part in ensuring CBH 

complies with many areas of legislation (including financial standards and 
reporting, anti-fraud, corruption, bribery and money-laundering legislation) and 
accountancy standards. It is imperative that the Terms of Reference give the 
Committee scope to fulfil its compliance work effectively 

  
7.2 The Appointments & Remuneration Committee will have duties to ensure that 

relevant employment law is complied with across the breadth of its remit, 
primarily focussing on remuneration and recruitment practices. 

  
8. Appendices 
  
8.1 The following document/s is/are appended to this report: 

 

 Appendix 1 – Finance & Audit Committee Terms of Reference 

 Appendix 2 – Appointments & Remuneration Committee Terms of 
Reference 

 Appendix 3 – ‘Services Panel’ Terms of Reference 
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Glossary 

 

CIPFA The Chartered Institute of Public Finance and 
Accountancy. 

ICSA The Institute of Chartered Secretaries and Administrators 
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1. Statement of purpose 

The Finance and Audit Committee is a key component of the corporate 
governance of Colchester Borough Homes. It provides an independent and 
high-level focus on the audit, assurance and risk reporting arrangements that 
underpin good governance and financial standards. 
 
The purpose of the Committee is to:  
 
(a) Provide independent assurance of the adequacy of the risk management 

framework and the associated control environment 

(b) Provide independent scrutiny of the Company’s financial and non-
financial performance, including trading activity, to the extent that it 
affects the Company’s exposure to risk and weakens the control 
environment 

(c) Oversee the financial reporting process.  

2. Responsibilities of the Committee  

2.1 Accounting Arrangements 
 
(a) To consider, challenge the management on issues relating to, and 

advise the Board on all aspects of Colchester Borough Homes’ finances 
and financial policies and strategies. 

(b) To consider and make recommendations to the Board on the annual 
estimates and budgets of income and expenditure and related balance 
sheets. 

(c) To agree the format of and review the management accounts. 

(d) To review, at least quarterly, a report for the Board that reviews 
Colchester Borough Homes’ financial positions and projections to the 
end of the financial year. 

(e) To consider and make recommendations on any proposed capital 
projects, including the Asset Management Strategy and to advise the 
Board on their financial implications. 

 

2.2 External Audit & Annual Financial Statements 
 
(a) To recommend to the Board the appointment or removal of the External 

Auditor and their fees. 

(a)(b) Should the External Auditor resign, to investigate the issues leading to 
this and decide whether any action is required. 

(b)(c) To agree with the External Auditors, before the audit commences, their 
terms of engagement and the nature and scope of the audit. 

Commented [OH1]: Based on CIPFA (The Chartered 
Institute of Public Finance and Accountancy) suggested ToR 
wording 

Commented [OH2]: Recommended by CIPFA 
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(c)(d) To review External Audit reports, including value for money reports and 
the annual audit letter. 

(d)(e) To monitor the implementation of external audit recommendations. 

(e)(f) To enhance the effectiveness of the relationship with External Audit and, 
where appropriate, to ensure coordination of the external audit with the 
activities of the internal audit function.. 

(f)(g) To review the annual financial statements before submission to the 
Board, focusing particularly on: 
 

 Directors’ report 

 Governance Assurance Statement including the Internal Audit 
Assurance Statement and assurance questionnaires. 

 Changes in and compliance with accounting policies and practices 

 Major judgmental areas 

 Significant adjustments resulting from the audit 
 
(g)(h) To ensure the integrity of the financial statements of the Company. 

(h)(i) To review independent external assurance arrangements provided by 
external audit. 

(j) To act as those charged with governance for the purposes of receiving 
the Annual External Auditor’s Report (ISA 260). 

(i)(k) To assess annually the external auditor’s independence and 
objectivity taking into account relevant UK law, regulation, the Ethical 
Standard and other professional requirements and the relationship of 
Colchester Borough Homes with the auditor as a whole, including any 
threats to the auditor’s independence and the safeguards applied to 
mitigate those threats, including the provision of any non-audit 
services. 

 
2.3 Internal Audit 
 
(a) To appoint the Internal Auditor. 

(a)(b) To consider and recommend to Board the Internal Audit Charter. 

(b)(c) To consider and agree the Annual Audit Plan and Strategy and any 
significant interim changes., including resource requirements, the 
approach to using other sources of assurance and any work required to 
place reliance upon those other sources. 

(c)(d) To monitor performance against the Plan. 

(d)(e) To monitor the implementation of Internal Audit Reports and 
recommendations. 

(f) To receive and review the Annual Internal Audit Report and Assurance 
Statement. 

(g) To receive reports on instances where the internal audit function does not 
conform to the Public Sector Internal Audit Standards and Local 

Commented [OH3]: CIPFA best practice. Also touches upon 
past Committee discussions. 

Commented [OH4]: Recommended by CIPFA. Especially 
relevant given that this covers part of the external audit 
discussion held at F&A regarding whether our External Auditor 
does any other consultancy work for us and makes it a 
requirement for the Committee to gain assurance on this. 

Commented [OH5]: CIPFA best practice is for Audit 
Committee to approve the Charter, however it is now a 
document within CBH Code of Governance, which dictates that 
such documents must be approved by Board. 

Commented [OH6]: CIPFA best practice 
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Government Application Note, considering whether the non- 
conformance is significant enough that it must be included in the Annual 
Governance Statement.  

(h) To ensure the internal auditor has unrestricted scope and access to 
information and officers. 

(e)(i) To ensure the internal auditor has direct access to the Chairs of the 
Board and Committee, providing independence from the executive 
and accountability to the Committee. 

 
2.4 Accounting Policies and Strategies 
 
(a) To review changes to the Standing Financial Instructions and Scheme of 

Delegation and make recommendations to the Board. 

(b) To review the policies and procedures relating to anti-fraud, money-
laundering, bribery and corruption. 

(c) To review Colchester Borough Homes Risk Management Strategy and 
Disaster Recovery Plans and to monitor progress against any 
recommendations. 

(d) To consider and make recommendations to the Board on the 
safeguarding of its assets, including insurances. 

 
2.5 General Responsibilities 
 
(a) To maintain a work programme that is reviewed annually, which provides 

the outline for the Audit Committee agenda for each meeting. It should 
demonstrate that the Committee is receiving sufficient and appropriate 
information to discharge its responsibilities. 

(b) Review the internal assurance process relating to risks. 

(c) Agree and monitor the effectiveness of the Anti-Fraud and Corruption 
Policies including the Bribery Act. 

(c)(d) To review the adequacy and security of the arrangements by 
Colchester Borough Homes for its employees and contractors to raise 
concerns, in confidence, about possible wrongdoing in financial 
reporting or other matters. The Committee shall ensure that these 
arrangements allow proportionate and independent investigation of 
such matters and appropriate follow up action. 

(d)(e) Regularly review the risk management process controls. 
 

3. Committee Arrangements 

3.1 Membership 

The Committee shall consist of at least four Board mMembers, who will be 
appointed by the Board. Appointments will normally be made at the Annual 
General Meeting. 

Commented [OH7]: CIPFA best practice for local 
government bodies. 

Commented [OH8]: ICSA best practice: 
https://www.icsa.org.uk/download-
resources/downloadt?fileId=3319 

Commented [OH9]: ICSA recommendation – specifically 
states role carried out by Committee but not previously stated 
in ToR. This will need to be added to the Committee work plan, 
if Board approves these Terms. 
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All members of the Committee shall be non-executive directors, at least one 
of which shall have recent and relevant financial experience and competence 
in accounting and/or auditing. The Chair of the Board shall not be a member 
of the Committee. 
 
Committee members will abide by the Board Member Code of Conduct. 

3.2 Chair 

The Chair of the Committee shall be appointed by the Colchester Borough 
Homes Board, taking into account the relevant skills required. The 
appointment will normally be made at the Annual General Meeting. 

A Vice Chair may be appointed by members of the Committee. 

3.3 Meetings 

The Committee shall meet at least four times a year. The dates and times of 
meetings are to be approved by the Committee Chair following consultation 
with all Committee Members. Members are to then be informed of these in a 
timely manner by the secretary to the Committee.  
 
The individual fulfilling the duties of company secretary (or their nominated 
substitute) shall act as secretary to the Committee and will ensure that the 
Committee receives meeting papers and information in a timely manner to 
enable full and proper consideration to be given to issues. Unless otherwise 
agreed by the Committee, meeting packs are to be forwarded by the secretary 
(or their substitute) to each Committee Member no later than five working 
days before the meeting. 
 
The Board Assurance Officer shall ensure that minutes are kept of all 
meetings. Minutes will be circulated promptly to Committee Members and 
within ten working days of the meeting. 
 
Additional meetings of the Committee shall be convened by the secretary to 
the Committee at the request of any of its Members or at the request of the 
Company’s external audit lead partner, or the head of internal audit. 
 
The Committee may request a private meeting with Internal or External Audit 
at any time and as it sees fit. 

3.4 Quorum 

The quorum for meetings shall be three members, including the Chair or Vice 
Chair. 
 
In the event of a Committee/Panel member being unable to attend a meeting, 
they must notify the Chair of the Committee or Panel as soon as possible. If 
this absence will endanger the ability of the Committee/Panel to achieve a 

Commented [OH10]: From ICSA best practice (Institute of 
Chartered Secretaries and Administrators) 
https://www.icsa.org.uk/download-
resources/downloadt?fileId=3319  

Commented [OH11]: ICSA best practice. 

Commented [OH12]: Based on ICSA best practice. 

Commented [OH13]: Recommended by F&A Committee 
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quorum, the Chair will then ask the Board Assurance Officer to inform Board 
Members that a Member is being sought for co-option to the Committee for 
that meeting and to request that volunteers express their interest. Where 
more than one Board Member volunteers, the Chair of the meeting shall then 
select which Board Member to co-opt. 

3.5 Monitoring 

The minutes of the Committee will be reported to the Board at the next 
available meeting. 
 
The Chair of the Committee shall, at his or her discretion, report any other 
urgent and/or relevant matters to the Chair and/or Board. 
 
The Chair of the Committee will present an annual report on the Committee’s 
activity to the Board, and to the appropriate body within Colchester Borough 
Council if requested to do so. 
 

The Committee shall make whatever recommendations to the Board it 

deems appropriate on any area within its remit where action or 

improvement is deemed necessary. 

4. Authority 

The Committee is established by the Board under Article 23(1) of the 
Colchester Borough Homes Articles of Association. 

The Committee is authorised by the Board to investigate any activity within its 
terms of reference. It is authorised to seek any information it requires from 
any employee and all employees are directed to co-operate with any request 
made by the Committee. 

The Committee is authorised by the Board to obtain outside legal or other 
independent professional advice and to secure the attendance of outsiders 
with relevant experience and expertise if it considers this necessary. 

The Committee is authorised by the Board to approve any policies brought to 
it excepting those reserved for the Board under the Scheme of Delegation. 
The Committee may decide that the policy should be brought to the full Board 
for approval. The policy approval process is outlined in the document ‘Process 
Map for Policies’, available on request from the Board Assurance Officer. 

5. Consultation  

These Terms of Reference have been examined by the Directors 
Management Team, the Head of HR & Governance, Finance & Audit 
Committee and the Board. 

Commented [OH14]: Chair of Committee has requested this 
change to emphasise the order of reporting priorities for the 
Committee. 

Commented [OH15]: ICSA best practice 

Commented [OH16]: Unnecessary wording and actual title 
of this document may change from time to time. 
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6. References  

ICSA Guidance on Audit Committee Terms of Reference 

CIPFA: Audit Committees – Practical Guidance & Suggested Terms of 
Reference. N.B. A copy of this guidance for reference is available for Board 
Members and Officers on request. 

7. Related documents 

The Memorandum & Articles of Association for Colchester Borough Homes 

Code of Governance 

Scheme of Delegation 

Operational Scheme of Delegation 

The Value for Money & Technology Plan 2018-22   

 

 

Commented [OH17]: Not yet approved. 
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Glossary 

G&R 
Committee 

Governance & Remuneration Committee. A formal 
committee of the CBH Board. Predecessor to the 
Appointments & Remuneration Committee. 

ICSA Institute of Chartered Secretaries and Administrators 
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1. Introduction & purpose 

These Terms of Reference set out the authority and duties of the 
Appointments & Remuneration Committee of Colchester Borough Homes.  

The main role of this Committee is to assist and advise the Board on matters 
relating to the remuneration of the Board and officers, particularly those in 
senior management.  

It is to provide assurance to the Board that proper controls are in place to 
ensure all relevant regulations, legislation and Company policies in regard to 
remuneration and staffing practices are complied with. 

2. Terms of Reference 

2.1 Membership 

The Committee shall comprise all non-executive directors on the Board of 
Colchester Borough Homes (CBH). The Chair of the Board may also serve 
on the Committee, but is not permitted to chair the Committee. 

Only members of the Committee have the right to attend Committee 
meetings. However, other individuals such as the Chief Executive, the 
Head of Human Resources and external advisers may be invited to attend 
for all or part of any meeting, as and when appropriate or necessary. 

The Board shall appoint the Committee Chair who shall be a non-
executive director. In the absence of the Committee chair and/or an 
appointed deputy, the remaining members present shall elect one of 
themselves to chair the meeting who would qualify under these terms of 
reference to be appointed to that position by the Board. 

A Vice Chair may be appointed by Members of the Committee. 

2.2 Secretary 

The Board Assurance Officer or her/his nominee shall act as the secretary 
of the Committee and will ensure that the Committee receives information 
and papers in a timely manner to enable full and proper consideration to 
be given to the issues. 

2.3 Quorum 

The quorum necessary for the transaction of business shall be four, 
comprising no fewer than one Tenant Board Member, one Independent 
Board Member, one Council Board Member and one other Board Member. Commented [OH1]: Set at same requirement for a Board 

quorum. May want to increase this as 2/3 of Members in 
attendance is ICSA best-practice for quorum requirement for 
Remuneration C’ttees. 
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2.4 Meetings 

The Committee shall meet as required. 

Meetings of the Committee shall be called by the secretary of the 
Committee at the request of the Committee Chair. 

Unless otherwise agreed, notice of each meeting confirming the venue, 
time and date together with an agenda of items to be discussed, shall be 
forwarded to each member of the Committee, any other person required to 
attend and any executive directors, no later than five working days before 
the date of the meeting. Supporting papers shall be sent to Committee 
members and to other attendees, as appropriate, at the same time. 

The secretary shall minute the proceedings and decisions of all Committee 
meetings, including the names of those present and in attendance. 

Draft minutes of Committee meetings shall be circulated promptly to all 
members of the Committee. Once approved, minutes should be circulated 
to all other members of the Board unless in the opinion of the Committee 
Chairman it would be inappropriate to do so. 

2.5 Annual General Meeting 

The Committee Chair will attend the annual general meeting of 
Colchester Borough Homes to answer any questions on the Committee’s 
activities which may be put by representatives of the sole Member of CBH. 

2.6 Committee’s duties 

The Committee should carry out the duties detailed below for CBH 

The Committee shall: 

 Have responsibility for setting the remuneration of the Company’s Chair, 
including pension rights and any compensation payments. The Board 
itself should determine the remuneration of the non-executive directors 
within the limits set in the Articles of Association. No director or senior 
manager shall be involved in any decisions as to their own 
remuneration. 

 Set and monitor the level and structure of remuneration and pension 
arrangements for members of the Directors’ Management Team (the 
first layer of management below Board Level). 

 Interview and make recommendations to the main Board on the 
appointment of the Chief Executive and the Directors Management 
Team of the Company. 

 Approve the Annual Pay Award for CBH staff 

 Approve any pay policy which the Company may introduce for the 
remuneration of its employees, and ensure that no member of staff is 

Commented [OH2]: Based on ICSA best practice, but I don’t 
recommend we have this clause as our structure as an ALMO 
means this would be dealt with via other avenues, such as 
Principal Liaison Group meetings. We might want to have this 
on here to show transparency, but I don’t believe it would 
actually make us any more transparent. 

Commented [OH3]: Board would have to delegate this 
power. 

Commented [OH4]: Pension Scheme Policy – used to be 
approved by G&R) 
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improperly involved in any decisions related to his or her remuneration. 

 Obtain reliable, up-to-date information about remuneration in other 
companies of comparable scale and complexity. To help it fulfil its 
obligations the Committee shall have full authority to request and 
receive reports, surveys or information from officers which it deems 
necessary. 

 Have Authority to approve pay awards above approved budgets, and to 
approve Market Supplements for posts at DMT level. 

 Have authority to approve changes to the establishment affecting 
more than 5% of the Company’s workforce. 

 Ensure that contractual terms on termination, and any payments 
made, are fair to the individual, and the Company, that failure is not 
rewarded and that the duty to mitigate loss is fully recognised. 

 Oversee any major changes in employee benefits structures 
throughout the Company. 

 Decide on the application of Pension Discretion to individual cases under 
the Company’s agreed Scheme of Discretion within the Local Government 
Pensions Scheme. 

 Work and liaise as necessary with other Board committees. 

2.7 Reporting Responsibilities 

The minutes of each Committee meeting shall be presented to the full 
Board as part of the standing item for committee minutes, which is to be 
found on all Board meeting agendas. The Committee Chair shall give a 
summary to the Board on the decisions taken at each Committee meeting 
and on any decisions taken by the Committee outside of meetings and 
through the Electronic Decision Making Process. 

The Committee shall ensure that the Company maintains contact as 
required with its sole Member (Colchester Borough Council or any 
successor body) about remuneration. 

2.8 Other matters 

The Committee shall: 

Have access to sufficient resources and training in order to carry out its 
duties, including access to Company officers for assistance as required. 

Give due consideration to laws, regulations and any published guidelines 
or recommendations regarding the remuneration of directors of non-listed 
companies and any other applicable rules and the Company’s corporate 
documents, as appropriate. This includes the relevant provisions contained 
within the Company’s Articles of Association. 

Commented [OH5]: This item is slimmed-down version of 
best practice model clause, but may be appropriate to remove 
this entirely, depending on how wide a remit the Board wishes 
to give this Committee. 

Commented [OH7]: Formerly delegated to G&R and F&A 
Committees. 

Commented [OH6]: Formerly delegated to G&R Committee. 

Commented [OH8]: Formerly delegated to G&R Committee. 
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Arrange for periodic reviews of its own performance and, at least annually, 
review its terms of reference to ensure it is operating at maximum 
effectiveness and recommend any changes it considers necessary to the 
Board for approval. 

2.9 Authority 

The Committee is established by the Board under Article 23(1) of the 
Colchester Borough Homes Articles of Association, and operates with 
authority to exercise such powers as are delegated to it by the Board of 
Colchester Borough Homes. 

The Committee is authorised by the Board to obtain, at the Company’s 
expense, outside legal or other professional advice on any matters within 
its terms of reference. It is authorised to seek any information it requires from 
any employee and all employees are directed to co-operate with any request 
made by the Committee. 

The Committee has authority to make whatever decisions it deems 
appropriate on any area within its remit where action or improvement is 
needed. 

3. Consultation  

These Terms of Reference have been examined by the Directors 
Management Team, the Head of HR & Governance, and by the Chair of the 
Board and Chair of the Governance & Remuneration Committee (the 
Committee which is to be superseded by the Appointments & Remuneration 
Committee).  

4. References  

ICSA Guidance on Remuneration Committee Terms of Reference 

The UK Corporate Governance Code 2016 

5. Related documents 

The Memorandum & Articles of Association for Colchester Borough Homes 

Code of Governance 

Scheme of Delegation 

Operational Scheme of Delegation 

The People Plan 2018-22 

  

Commented [OH9]: Replaces G&R Committee’s ability to 
recommend actions with a general power to make decisions. 
As the Committee will consist of all Non-Exec Directors, and as 
long as the requirements for a quorum are set at least as high 
as those for a Board quorum, it is reasonable to approve this 
clause. This will save having to have Committee 
recommendations then come to the Board (which will almost 
always follow immediately after) for ratification. 

Commented [OH10]: Not yet approved. 
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CBH Residents’ Panel 
Who we are and what we do. 

 
Introduction 
Colchester Borough Homes Board has formed a Residents’ Panel to ensure that residents 
are given opportunity to influence and be involved in the governance of the company. 
 
This Panel consists of Board Members and Involved Residents, who will examine and help 
improve service delivery. 
 
The Panel’s purpose is to consider and feedback to our Board on issues such as: 

 Policies which will affect services to residents 

 Influencing decisions regarding housing services, including setting standards 
regarding the management of their homes  

 Providing challenge and scrutiny of service area performance  

 The delivery of housing management, repairs and maintenance services  

 Issues arising from complaint trends  
 

The Panel is advisory in nature, giving Panel members an opportunity to examine issues 
which affect how our services are accessed and delivered – now and in the future. 
 
Role of the Panel 
The Panel has been formed in order to achieve the following: 

 To provide a two-way communication and consultation channel for our residents and 
our Board; 

 To gather feedback on current service standards and performance; 

 To solicit feedback from Panel members about the usability and accessibility of 
services, and listen to their suggestions and ideas; 

 To gather ideas and suggestions as to how our services could be improved; 

 To collect customer feedback on their experiences when our service-provision 
changes and develops; and 

 To keep Panel members informed directly of changes as they are developed and 
implemented. 

 
Helping our Panel  
CBH will ensure that the members of our Panel: 

 Are given a real sense of ownership, can feel a sense of pride and are actively 
involved in the organisation and the community  

 Are empowered and have genuine opportunities to influence strategy, policy and 
services, with a chance to be involved at all stages  

 Have opportunities to gain skills, knowledge and experience which will contribute to 
capacity building for both individuals and communities  

 
Who can join the Panel? 
The Panel doesn't have a set size, but will include at least three Board Members and at least 
three tenants or leaseholders. CBH wants to engage with a wide group of interested tenants 
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and have a semi-formal membership for the panel. This allows different members to attend 
the meetings which discuss the issues of interest to them.  
 
Meetings 
There are no set rules for how many Panel members must attend a meeting, and members 
may attend as many or as few meetings as they want. The only requirement we have is that 
Panel members must let CBH know if they will (or won't) be attending upcoming meetings. 
 
Although the Panel is scheduled to meet four times each year, extra meetings can be called 
by the Chair of the Panel, if they think this is necessary. The Chair and the Board Assurance 
Officer will ensure that all Panel members are told of extra meetings at the earliest possible 
point. 
 
Chair of the Panel 
The Chair of the Panel will be chosen by the Board of Colchester Borough Homes. 
 
Support for the Panel's work 
All officers at CBH will support the Panel's work when they are called upon, and members of 
the Directors' Management Team will attend meetings, present reports and ensure that the 
Panel has everything it needs to be informed and effective. 
 
The Chair of the Board will work with the Chair of the Panel to ensure that it’s effective at 
both representing residents' views and at improving our services. 
 
Open to all residents to attend and have their say 
Although CBH residents are encouraged to attend full Board meetings and voice their views, 
we know that this can be a daunting prospect for many.  
 
To give a more informal way for residents to bring their views to Board attention, each 
meeting of the Panel will be open for all residents to attend, and residents may put their 
concerns and issues to the Panel for consideration and to have these then put before the 
full Board for consideration. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22 February 2018 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 11 

SUBJECT: Document Revisions necessitated by Board restructure 

REPORT BY: Owen Howell, Board Assurance Officer 
 (01206) 282518  
  owen.howell@cbhomes.org.uk 

FOR DECISION 

1. Decisions Required

1.1 To approve the amendment of all corporate documents to reflect the changes 
in Board committees and the powers delegated to them by the Board. These 
relate to: 

 The dissolution of Operations Committee

 Appointments & Remuneration (A&R) Committee replacing
Governance & Remuneration (G&R) Committee

Decision 1 
1.2 To approve the removal of references to Operations Committee from our 

current corporate documents, except where these refer to past occurrences, 
consultations or policy reviews. Where Board powers have been delegated to 
this Committee, these powers shall return to Board.  

Decision 2 
1.3 To approve the amendment of all corporate documents to remove all current 

(not historic) references to G&R Committee and to replace these with 
references and delegations of powers to A&R Committee (where powers and 
authority fall within that Committee’s Terms of Reference) or with reference to 
Board (for any delegation of powers to G&R Committee which does not fall 
within the remit of A&R Committee). 

Decision 3 
1.4 To approve the amendments to policy approval levels as contained in the 

CBH Policy List, and shown at 3.4 of this report. Operational policies currently 
approved by Operations Committee will be transferred from the Committee to 
DMT for approval, excepting any which Board wishes to reserve the right to 
itself approve. 
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2. Introduction

2.1 In July 2017 Board approved a restructuring of its committee system which 
will see the dissolution of Operations Committee and G&R Committee, and 
the formation of A&R Committee (made up of all non-executive Board 
Members) and a hybrid Board/Residents Panel to scrutinize operational 
matters. A diagram of the new structure can be found at 2.2. 

2.2 

2.3 Our corporate documents make occaisional references to G&R and 
Operations Committee, the delegation of Board powers to them, and there are 
several policies reviewed and approved by these Committees. It is proposed 
that Board should give approval to the principles listed at 1.1, 1.2 and 1.3 
which will be used to update these references and delegations, rather than 
give specific approvals for a long list of minor updates. Assurance is given 
that no changes will be made to delegations of Board powers, except where 
these are in line with the Board-approved Committee Terms of Reference, or 
where a delegated power to a dissolved committee returns to Board level, or 
where it is specifically approved by Board.   

2.4 A selection of amendments have been listed in section 3 of this report, as an 
example of how amendments would be made. Minor amendments to other 
documents/policies to be made in the coming months, and not later than the 
next full review of each policy. 

3. Example amendments to documents and changes to policy approvals

Operational Scheme of Delegation 
3.1  Section H.9 ‘Authority to approve pay awards above approved budgets’ to

now be delegated to A&R and F&A Committees.

 Section H.13 ‘Power to approve Market Supplements for posts at DMT
level’ to now be delegated to A&R Committee.

 Section I.1 ‘Power to approve changes to the establishment’ to be
amended to state that Board approval will be needed for such changes
which affect more than 5% of the Company’s workforce.
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Complaints Policy 
3.2  First paragraph of page nine, detailing the duty of Operations Committee

to review all sanctions imposed against vexatious complainants. This duty
will revert to Board, although it is strongly advised that any such sanctions
are reviewed by a specially-convened panel of three Board Members,
rather than the full Board. N.B. In this instance, Board would be asked to
approve the amendment, as it involves a delegation of Board powers
which isn’t covered in committee terms of reference.

 Page 10, reference to quarterly complaints monitoring by Operations
Committee will be replaced by references to quarterly exception-based
monitoring by the Board and monitoring of complaint trends by the
‘Resident Services & Scrutiny Panel.’

Changes to the approval level for policies 
3.3 The following is a list of the policies which have previously been approved by 

G&R or Operations Committee, and the proposed new approval level: 

3.4 

Policy/Document Approval level 
 Proposed new approval 

level 

Redundancy policy G&R Committee A&R Committee 

Market Supplement Policy G&R Committee A&R Committee 

Lone worker policy G&R Committee DMT 

Pension scheme policy G&R Committee A&R Committee 

Environmental Policy Operations Board 

Property Services Quality 
Policy  

Operations DMT 

Compensation Policy Operations DMT 

Tenancy Audit Policy Operations DMT (provisionally) 

Estate Management 
Strategy  

Operations DMT 

Pets Policy Operations DMT 

Financial Inclusion Strategy Operations DMT 

Leasehold Management 
Policy  

Operations DMT 

Antisocial Behaviour Policy Operations DMT 

Income Collection Policy Operations DMT 

Rechargeable Repairs 
Policy  

Operations 
Combined into Repairs 

handbook - DMT 

Repairs Policy Operations 
Combined into Repairs 

handbook - DMT 

Advertising & Sponsorship 
policy  

Operations DMT 
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3.5 Members can approve these amendments to policy approval levels, or may 
wish to discuss and decide on alternatives. Operational policies have been set 
for approval by DMT, in line with previous decisions of Board and G&R 
Committee to focus Board’s efforts on strategic policies. It should be noted 
that many of the policies overseen by Operations Committee had previously 
been approved by the Board (until this power was delegated by G&R 
Committee on 26 January 2017) and Board may wish to discuss whether it is 
content for DMT to approve these in future. 

  
4. HR and Health & Safety Implications 
  
4.1 Board needs to ensure that it is mindful of its liabilities regarding employment 

law and Health & Safety. Board must ensure that all policies relating to these 
areas are appropriately reviewed, whether by DMT, A&R Committee or by the 
Board itself.  

  
5. Risk Management 
  
5.1 
 
 
 
 
5.2 

The adoption of clear delegations of powers to Board Committees and Panels 
is essential for the good governance of the Company, scrutiny of service 
provision and performance, and the effective oversight of governance, 
finances and corporate risks relating to CBH.  
 
The Board must be able to have confidence that our corporate documents are 
kept up-to-date and accurate. Unclear or outdated terminology and clauses 
present a reputational risk (they make us look unprofessional) and may 
hamper risk management across the company, especially when they relate to 
decision-making powers.  

 
6. 
 
6.1 
 
 
 

 
Value for Money and Financial Implications 
 
The Board must ensure its delegations are appropriate and enable it to carry 
out its responsibility to help ensure CBH gets best value for the money it 
spends on service provision and commercial ventures. 
 

7. Legal Implications 
  
7.1 No specific implications, however Board must be satisfied that it has sufficient 

oversight of key corporate governance documents and policies so that it can 
be assured that these appropriately cover the areas for which the Board is 
ultimately liable (e.g. Health & Safety). 

  
8. Equality & Diversity Implications 
  
8.1 No specific implications. 
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9. Residents at the Heart

9.1 It is vital that our key corporate documents are clearly-written and accurate. 
To aid in transparency, CBH publishes on our website almost every document 
which feeds into our Code of Governance. These can be accessed by 
residents and show how we aim to provide the services which we offer, and 
how we look to ensure the Company is run to a high standard. It is important 
that the content of these policies and strategies is accurate and up-to-date so 
that our residents are not confused or mislead by outdated documents. By 
approving the principles by which references to defunct Committees are to be 
amended, Board will ensure that this process can happen as quickly and 
efficiently as possible. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22 February 2018 

TIME: 5.30 pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 12 

SUBJECT: Customer Plan 2018-22 
People Plan 2018-22 
Business Development Plan 2018-22 

REPORT BY: Gareth Mitchell, Chief Executive 
 (01206) 282919 
  gareth.mitchell@cbhomes.org.uk 

FOR INFORMATION 

1. Decisions required

1.1 The Board is invited to approve the following Colchester Borough Homes 
strategic delivery plans: 

 Customer Plan 2018-22

 People Plan 2018-22

 Business Development Plan 2018-22.

2. Purpose of Report

2.1 Implementation of the Colchester Borough Homes Strategic Plan 2017-22 
(Strategic Plan) is enabled by six delivery plans. This report covers the 
Customer, People and Business Development plans, which the Board is 
invited to consider for approval and which are appended to this report. The 
remaining three plans (Value for Money, Technology & Investment Plan, 
Leadership Plan and Community Plan) will follow at a later date. 

3. Background

3.1 On 19 September 2017 the Board approved the Colchester Borough Homes 
Strategic Plan 2017-22, which outlines CBH’s mission to deliver great value 
services that make a difference, and an aim to be the trusted choice for 
local housing, property and community services. 
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5.2 This is to be achieved by delivering services that are valued by our 
customers and by serving our communities. We will measure success by 
delivering our commitments to the Council as set out in the Medium Term 
Delivery Plan and by focusing on customer satisfaction, value for money 
and positive outcomes in the community. To achieve these aims we will 
need: 

 Excellent customer service  

 A smarter approach to the way we work  

 Increased income 

 Effective governance and leadership  

 Partnerships that deliver for our communities 
  
6.1 The Board agreed that the Strategic Plan would be implemented via six 

delivery plans which align with these requirements, each delivery plan having 
a small number of progress measures as well as an ultimate ambition to be 
achieved by 2022. 

  
4. Customer Plan 

  

4.1 The Customer Plan will support us in delivering the excellent customer service 
we will need to achieve our success measure of customer satisfaction. The 
aims of this plan are: 

 To deliver services that reflect the needs and diversity of our customers 

 To make it easy for customers to do business with us 

 To improve customer satisfaction. 
  
4.2 The overall ambition for this plan is to be within the top 25% of similar 

organisations for satisfaction by 2022, and we will monitor the following 
indicators to ensure we are on track over the course of the plan: 

 % overall satisfaction 

 % satisfaction that we listen to & act on views of customers 

 % customers accessing services digitally 

 Completed resident engagement impacts. 

  
4.3 Implementation of the Customer Plan will be led by the Chief Executive. The 

Board will wish to consider the most appropriate oversight arrangements for 
this plan within the governance structure.  

  
5. People Plan 

  

5.1 The People Plan will support us in achieving the smarter approach to the way 
we work we will need to deliver value for money. The aims of this plan are: 

 To support our staff to do the best job possible 

 To make CBH a great place to work. 
  
5.2 The overall ambition for this plan is for CBH to become a Times top 100 not-

for-profit employer by 2022, and we will monitor the following indicators to 
ensure we are on track over the course of the plan: 

 % of employees who would recommend CBH as an employer 
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 % of staff who are supported by their manager to do the job to the best

of their ability

 % of staff who feel empowered to make decisions and have ownership

of their work.

5.3 Implementation of the People Plan will be led by the Director of Resources 
and the Head of Human Resources & Governance.  

6. Business Development Plan

6.1 The Business Development Plan will support us in achieving the increased 
income we will need to deliver value for money. The aims of this plan are: 

 To protect services by looking after the future of the business

 To bring in extra income to invest in our services and our communities.

6.2 The overall ambition for this plan is to achieve an additional revenue target 
(net of direct costs) by 2022.  It is intended that the final target is set as part of 
the work currently being undertaken by DMT and Board on the CBH Business 
Plan. 

6.3 We will monitor the following indicators to ensure we are on track over the 
course of the plan: 

 £s net additional revenue per annum (net of direct costs)

 £s profit per annum

 % of total Company income that is non-Council management fee

These indicators relate to income outside the management fee paid to us by 
the Council for the delivery of core services. 

6.4 The Business Opportunities Panel reviewed the plan at its meeting of 5 
February 2018, along with a report providing an early indication of potential 
revenue targets and the implications of setting those targets in terms of 
investment, risk and wider organisational change. The Business Opportunities 
Panel recommended the plan for approval by the Board pending agreement of 
the actual target. 

6.5 Implementation of the Business Development Plan will be led by the Chief 
Executive and Director of Property Services; it is anticipated that the Business 
Opportunities Panel will have oversight of it.  

7. Next steps

7.1 The supporting delivery plans each have an action plan, and implementation 
of actions from these plans will commence immediately.  

7.2 Progress against the delivery plans will be monitored via action plans and key 
performance indicators. At its away day on 15 February 2018 the Board 
reviewed the proposed reporting cycle and format which will provide a high 
level view of progress against the delivery plans and therefore the overall 
Strategic Plan. It is anticipated that the reporting cycle will commence from Q1 
2018/19. 
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8. Risk Management

8.1 There are a number of risks and interdependencies between the various 
strands of the Strategic Plan; for example, it may be that improving the 
customer experience may require a level of financial investment which can 
only be made available by realising efficiencies and/or generating extra 
income.  

8.2 There are many external factors which will affect our ability to achieve the 
aims of the plan and it must be recognised that over a longer horizon it will be 
necessary to revisit the plans from time to time to ensure that our aims remain 
ambitious yet achievable. Individual plans will need to be monitored from a 
risk point of view and the Board will want to consider the best way to achieve 
this. 

8.3 The generation of additional income under the Business Development Plan 
will involve a greater exposure to risk than the Company currently manages. 
We will therefore need to consider reassessing the approach taken to risk 
management and additional training for both Board and management team 
members. 

9. HR Implications

9.1 The Customer Plan recognises the need to demonstrate that we have helpful, 
customer-focused, committed staff who feel empowered to make decisions. 
One of the key activity streams is empowering staff and supporting a 
customer-focused culture, through training, recruitment and appraisals. 

9.1 The People Plan is focused on ensuring that: 

 Our staff feel what they do matters and makes a difference

 Our staff are productive and take ownership of their work

 Our staff feel valued and supported

 Staff and potential employees see CBH as a great place to work.

The main activities in the plan will centre around: 

 Creating a working culture and environment that allows staff to perform
at their best

 Matching the skills, experience and outlook of our workforce to our
vision and purpose

 Making our staff feel valued and supported

 Ensuring everyone is recognised and rewarded fairly

 Providing a better work-life balance for staff.
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9.2 The Business Development Plan states that we will need to develop and 
demonstrate a social enterprise mindset and skill base, as well as an ability to 
create capacity to invest in business development. A strategic focus on 
generating additional income means that we will need to bolster our 
commercial and technical skillset, through both training and recruitment.  
Consideration will also need to be given in due course to whether the current 
organisational structure is best placed to support delivery of our business 
development aims. 

10. Legal Implications

10.1 There are no specific legal implications to this report. 

11. Financial Implications

11.1 The development of a CBH Business Plan, which is progressing in parallel to 
the development of these plans, will include an assessment of CBH’s long-
term financial viability in light of policy changes which impact the Council's 
Housing Revenue Account Business Plan. The Business Development Plan 
will be a key tool, along with the Value for Money Plan, in addressing deficits 
in the CBH Business Plan going forward. 

11.2 Successful delivery of the whole Strategic Plan will require a certain level of 
investment, for example in technology to support better access to services, or 
in business development. The resources available to invest will largely 
depend on the pressures on CBH Business Plan, income generated as part of 
the Business Development Plan and savings/efficiencies driven by the Value 
for Money, Technology & Investment Plan. 

12. Value for Money

12.1 Value for money is one of the key themes in the Strategic Plan and the 
primary focus of the Business Development Plan is the generation of 
additional income which will contribute directly to maintaining or improving 
value for money.  

13. Health & Safety Implications

13.1 There are no specific health & safety implications to this report. 

14. Equality & Diversity Implications

14.1 An Equality Impact assessment has been carried out for each plan. 

15. Residents at the Heart

15.1 Residents are at the very heart of the Strategic Plan of which these delivery 
plans form a part. Striving for customer satisfaction is of particular focus in the 
Customer Plan.  

15.2 Customer feedback has informed the shape of the plans, and in particular the 
STAR survey 2016 results. We also consulted with residents on the overall 
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Strategic Plan as outlined to the Board previously. Customer feedback will 
continue to be monitored closely as part of the Customer Plan. 

  
15.3 The Board will wish to consider the most appropriate level of involvement by 

customers in monitoring the delivery plans, and in particular the Customer 
Plan. 

  
16. 
 

Decision Required? 
 

16.1 Yes 
  
17. Appendices  

 

 Appendix 1 - CBH Customer Plan 2018-22 

 Appendix 2 – CBH People Plan 2018-22 

 Appendix 3 – CBH Business Development Plan 2018-22. 
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1. Introduction & purpose

Satisfaction with our services has risen significantly over the last few years, 
with overall satisfaction for tenants increasing from 78% in 2010 to 85% in 
2016. However, we still score as below average for customer satisfaction 
versus our HouseMark benchmarking group in the East of England and 
against other Arms-Length Management Organisations. 

In the current environment, maintaining and improving satisfaction rates will 
be increasingly challenging but it remains a critical measure of business 
success.  Achievement of the ambitions set out in this Customer Plan will 
require focus, dedication and investment on our part. 

This Customer Plan therefore sets out our approach to attaining the 
improved customer satisfaction which we have identified as a key factor in 
achieving our mission of delivering great value services that make a 
difference. 

2. Strategic aims

CBH’s overall ambition as set out in our Strategic Plan 2017-22 is to be the 
trusted choice for local housing, property and community services.  

We plan to do this by delivering services that are valued by our 
customers and serving our communities. Investing in our customer service 
will not only help us improve our headline measure of customer satisfaction 
but will also enable us to deliver value for money and positive outcomes in 
the community. 

Our Strategic Plan acknowledges that we will need excellent customer 
service in order to achieve our ambitions. The aims of this plan are therefore: 

 To deliver services that reflect the needs and diversity of our

customers

 To make it easy for customers to do business with us

 To improve customer satisfaction.

3. Our ambition by 2022

Our latest Survey of Tenants and Residents in 2016 showed overall 
satisfaction with our services at 85% (13th place out of 19 similar 
organisations who have carried out the same satisfaction survey in the last 2 

years). In an environment of reducing funds available for investment it makes 
sense to measure our performance against organisations facing similar 
challenges.  
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Our ambition is to achieve top 25% satisfaction when compared with other 
local authority-owned housing management companies by 2022. 

To deliver this we will need to show that: 

 We have helpful, customer-focused, committed staff who feel

empowered to make decisions

 We are clear and consistent in the way we communicate with

customers and deliver services

 We can anticipate customers’ needs before they contact us

 Our services are accessible to customers in the ways they choose,

both online and offline.

4. How we will achieve our aim

We plan to achieve our aim by: 

 Empowering staff & supporting a customer-focused culture

 Communicating more clearly with our customers about our services

and being consistent in the way we deliver them

 Creating insight into our customers and using it to improve service

delivery

 Improving access to services.

This will be supported by the projects and workstreams in the Customer 
Action Plan which accompanies this document. 

5. How we will measure progress

We will monitor the following indicators to ensure we are on track over the 
course of the plan: 

 % overall customer satisfaction

 % satisfaction that we listen to & act on customers’ views

 % customers accessing services digitally

 Completed resident engagement impact assessments.

6. Consultation

The following were consulted during the drafting of this plan, and input 
incorporated: 

 Directors Management Team

 Senior Management Team
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The following were consulted as part of the strategic plan consultation which 
informed this plan:  

 CBH Board

 Staff forum

 All CBH staff (via roadshows & survey)

 Colchester Borough Council – Housing Portfolio Holder & senior
officers

 CBH customers (via focus group & survey)

 Mondrem UK (external consultant).

7. References

2016 Colchester Borough Homes STAR Survey results 

HouseMark benchmarking data for Colchester Borough Homes – 2015/16 

Homes and Communities Agency - Tenant Involvement and Empowerment 
Standard – July 2017 

8. Related documents

The CBH Strategic Plan 2017-22 gives overall direction to this plan. The CBH 
Board provides overall strategic direction to the company and is responsible 
for monitoring progress against the strategic objectives. 

The CBH Medium Term Delivery Plan 2018-22 sets out how we will deliver 
services on behalf of Colchester Borough Council to fulfil our management 
agreement obligations. These include our obligations to ensure good 
customer service. 

CBH People Plan sets out how we will support to ensure they can make a 
difference to our customers. 

The CBH Leadership Plan sets out how the Board and management of the 
company will be supported to set and follow the strategic direction of the 
company, including ensuring we are accountable to our customers through 
our governance arrangements.  

The CBH Community Plan sets out how we will deliver our services to make a 
difference in the community in line with our social purpose. 

The CBH Business development plan shapes how we will generate income to 
protect the services we provide to customers. 

The CBH Value for Money, Technology & Investment Plan guides how we will 
work more efficiently and invest savings and new income for the benefit of our 
customers. 
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This plan is also supported by the Colchester Borough Homes Resident 
Insight and Engagement Strategy 2016-19, which details how we will use 
customer insight and engagement to improve our services. 
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Customer action plan 
Target 17/18 Latest Status 

% overall satisfaction 

% listen to & act on views 

% customers accessing services 
digitally. 

Completed Resident Engagement 
Impact Assessments 

Highlights 

 

Forward look 

 

Key risks & issues 

 

Support/resources required 

 

Completed

In progress/on target

Cancelled / on hold

Unlikely to achieve target

Not started/behind schedule/below target
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Focus 
Actions/projects/ 

workstreams 

Lead Due by 
Success measure 

Progress Notes 

Empowering 
staff & 
supporting a 
customer-
focused culture 
(Angelique 
Ryan) 

Assess and identify staff 
capacity to project 
manage the customer 
plan  

DMT/SMT End 
January 
2018 

Staff capacity identified and 
agreed.  Focus area leads 
are Kirk Braker, Karen 
Williams, Angelique Ryan 
and Gareth Mitchell. 
Wider project team to be 
established January 2018. 

In progress/ 
on target 

Deliver a cross-company 
programme of customer 
culture training with MGI 
– “My Customer Focus”

Angelique Ryan End 
October 
2017 

All staff attended the 
training. 
High levels of 
understanding of the tools. 

Complete 

Deliver embedding 
training to all Managers 

Angelique Ryan End 
March 
2018 

Embedding training 
delivered to all line 
managers. 

Complete  

Embed “My Customer 
Focus” culture across 
CBH. 

Karen/ Kirk 
October 
2019 

Champions recruited and in 
place. Embedding actions 
delivered. 

Incorporate "My 
Customer Focus" content 
into company induction 
process 

HR July 2018 

New staff are introduced to 
"My Customer Focus" 
principles when they join 
the organisation. 

Build evaluation of 
personal contribution and 
commitment to “My 
Customer Focus” into the 
PADS process. 

HR 
March 
2018 

Every member of staff are 
able to demonstrate their 
commitment to ‘My 
Customer Focus”. 

Complete  
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Focus 
Actions/projects/ 

workstreams 

Lead Due by 
Success measure 

Progress Notes 

Ensure recruitment 
process assesses and 
reflects customer 
excellence skills 

HR July 2018 We bring people with the 
right customer skills into the 
company. 

Communicating 
more clearly 
with our 
customers 
about our 
services and 
being 
consistent in 
the way we 
deliver them 
(Kirk Braker) 

Review Customer 
Service Strategy to 
incorporate "My 
Customer Focus" training 
and establish clear 
corporate service 
standards and Customer 
Charter 

Kirk 
Braker/Service 
Improvement 
Officer 

April 2018 Increase staff ability to 
improve the outcome of the 
Star Survey. 
A reduction in repeat 
calls/increase in enquires 
resolved at first contact. 

Identify top ten service 
policy challenges and 
use "My Customer 
Focus" tools to agree 
consistent approach to 
managing customer 
expectations 

Kirk Braker and 
SMT 

December 
2018 

Consistent advice given for 
similar contact, using the 
"My Customer Focus" tools. 

Review procurement and 
contract management 
arrangements to ensure 
company ownership of 
the customer through the 
supply chain  

Kirk Braker & 
Procurement 
Manager 

August 
2018 

Provide customer liaison 
directly on all our major 
projects and not through 
contractors. 
Customer satisfaction 
targets set and monitored 
on all works procured.  
Procurement evaluation 
process will include 
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Focus 
Actions/projects/ 

workstreams 

Lead Due by 
Success measure 

Progress Notes 

standard selection 
questions formed from 
consultation with our 
customers.  

Creating insight 
into our 
customers and 
using it to 
improve service 
delivery (Karen 
Williams) 

Develop customer insight 
data and processes to  
develop corporate 
customer analysis and  
segmentation  

Karen Williams 
 
 

Dec 2019 Improved customer 
satisfaction and 
engagement and targeted 
resources improve 
efficiencies in service 
delivery. 

  

Identify target customer 
processes for service 
improvement through 
Working Smarter 
transition 

Karen Williams 
and SMT 

March 
2022 

Improved efficiency and 
service delivery.  
All staff working consistently 
to deliver  "My Customer 
Focus" ethos across the 
organisation 

  

Develop learning plan for 
complaints and other 
feedback routes 

Karen Williams 
and Neil 
Appleton  

March 
2018 

Informed services and 
processes driven by 
continuous customer 
engagement and feedback. 

  

Improving 
access to 
services (Gareth 
Mitchell) 

Develop Channel Shift 
plan tailored to customer 
needs and supported by 
enabling ICT investment 
and implementation 

Gareth 
Mitchell/CBC 
Contact Centre 
Coordinator 

September 
2018 

Agreed approach and plan 
for shifting customers to 
preferred channels of 
contact, including mediated 
access for customers who 
need support. 
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Document control sheet 

Title: Customer plan 2018-22 

Electronic File 
Name & location: 

https://colchbh-
my.sharepoint.com/personal/gerardine_murphy_cbho
mes_org_uk/Documents/Business planning/Strategic 
plan/Delivery Plans/Customer plan/Customer Plan 
draft.docx 

Consultation with 
stakeholders:  

The following were consulted during the drafting of 
this plan, and input incorporated: 

 Directors Management Team

 Senior Management Team

The following were consulted as part of the strategic 
plan consultation which informed this plan:  

 CBH Board

 Staff forum

 All CBH staff (via roadshows & survey)

 Colchester Borough Council – Housing
Portfolio Holder & senior officers

 CBH customers (via focus group & survey)

 Mondrem UK (external consultant).

Approved: 

Next Review date: 

Circulation 
method:  

Equality Impact 
Assessment:  
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Document amendment history 

Version Type Date Notes  

0.1 Draft May 2017 Initial draft based on draft strategic plan 
& “plan on a page” 

0.2 Draft May 2017 DMT amends from Away day May 2017 

0.3 Draft July GM amends to reflect changes to draft 
strategic plan 

0.5 Draft November 
2017 

GM updates following customer plan 
workshop 

0.6 Final Draft January 
2018 

GM/KB/KW updates prior to DMT/SMT 
agreement 
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1. Introduction & purpose

This People plan is a key element in developing a smarter approach to the 
way we work, which we have identified as an important factor in achieving 
our mission to deliver Great value services that make a difference. 

2. Strategic aims

CBH’s overall ambition as set out in our Strategic Plan 2017-22 is to be the 
trusted choice for local housing, property and community services.  

We plan to do this by delivering services that are valued by our 
customers and serving our communities. Getting the best from our people 
will help us deliver the value for money and customer satisfaction which 
will be among our key measures of success, and will also support us in 
achieving positive outcomes in the community.  

The objectives of this People plan to support our strategic aims are therefore: 

 To enable our staff to perform and do the best job possible

 To make CBH a great place to work.

3. Our ambition by 2022

We are already a high performing organisation in terms of staff development, 
achieving Investors in People Gold in 2016 and Times Top 100 “Ones to 
Watch” in 2014. The challenge we are setting ourselves within this plan is to 
become a Times Top 100 not-for-profit employer between now and 2022. 

To deliver this we will need to demonstrate that: 

 Our staff feel what they do matters and makes a difference

 Our staff are high- performing and take ownership of their work

 Our staff feel valued and supported

 Staff and potential employees see CBH as a great place to work.

4. How we will achieve our aim

We plan to achieve our aim of becoming a top 100 employer by: 

 Creating a working culture and environment that ensures staff
perform at their best

 Matching the skills, experience and outlook of our workforce to
our vision and purpose

 Making our staff feel valued and supported

 Ensuring everyone is recognised and rewarded fairly

 Providing a better work-life balance for staff.
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5. How we will measure progress

We will monitor progress via the People Action Plan which accompanies this 
document.  

In addition, we will track a number of indicators through regular staff surveys 
which will help us to monitor whether we are on track to become a top 100 
employer, including: 

 % of employees who would recommend CBH as an employer

 % of staff who are supported by their manager to do the job to the
best of their ability

 % of staff who feel empowered to make decisions and have
ownership of their work.

6. Monitoring delivery

The Head of HR & Governance will be responsible for the action plan and will 
report progress and actions undertaken throughout the business quarterly to 
DMT. Progress will be reported annually to the CBH Board   

7. Consultation

The following were consulted during the drafting of this plan, and input 
incorporated: 

 Governance and Remuneration Committee,

 Directors Management Team

 Senior Management Team

 Staff Forum

The following were consulted as part of the strategic plan consultation which 
informed this plan:  

 CBH Board

 All CBH staff (via roadshows & survey)

 Colchester Borough Council – Housing Portfolio Holder & senior
officers

 CBH customers (via focus group & survey)

 Mondrem UK (external consultant).

8. References

CBH Staff survey 2017 

Times Top 100 Survey 2017 
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9. Related documents

The CBH Strategic Plan 2017-22 gives overall direction to this plan. 

The CBH Medium Term Delivery Plan 2018-22 sets out how we will deliver 
services on behalf of Colchester Borough Council to fulfil our management 
agreement obligations. The People Plan will need to ensure that our staff are 
able to fulfil these obligations. 

CBH Customer Plan sets out how we will develop our service in line with what 
our customers need. The People Plan will need to ensure that staff are 
adequately equipped to meet customer needs. 

The CBH Leadership Plan sets out how we will develop better leadership and 
governance, including ensuring we are accountable to our customers through 
our governance arrangements. The People plan will ensure that our staff are 
able to support the leadership of the organisation in this aim. 

The CBH Community Plan sets out how we will deliver our services to make a 
difference in the community in line with our social purpose. 

The CBH Business development plan shapes how we will generate income to 
protect the services we provide to customers. The People Plan will support us 
in ensuring we have adequate skills and resources for the future through 
training, recruitment and retention. 

The CBH Value for Money, Technology & Investment Plan guides how we will 
work more efficiently and invest savings and new income for the benefit of our 
customers. This includes investing in our people via training. 
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Document control sheet 

Title: 
People plan 2018-2022 

Electronic File 
Name & location: 

https://colchbh-
my.sharepoint.com/personal/gerardine_murphy_cbho
mes_org_uk/Documents/Business planning/Strategic 
plan/Delivery Plans/People plan/People plan 
draft.docx 

Consultation with 
stakeholders:  

Summary of consultees which took place in July & 
August 2017: 

 Colchester Borough Council

 Staff

 Resident Task Group

 Board

 Finance and Audit Committee (in particular the
Technology aspect of the plan)

Approved: CBH Board 

Next Review date: 

Circulation 
method:  

Equality Impact 
Assessment:  

Completed January 2018 

Document amendment history 

Version Type Date Notes 

0.1 Draft April 
2017 

Initial outline as HR strategy drawn up in 
consultation with HR & Governance 
Committee 

124



Building Trust • Delivering Tenant Led Services • Commitment to our Communities 
 Delivering Professional Services • Providing Value for Money 

12b. People plan 7 

Version Type Date Notes 

0.2 Draft July 
2017 

Incorporation of first draft & realignment 
with draft CBH Strategic Plan, 
incorporating initial outline & feedback 
from directors & senior managers 

0.3 Draft Sept 
2017 

Amends by Director of Resources based 
latest KPIs 

0.4 Draft Nov 

2017 

Amends by Head of HR and Governance 
based on the results of the Staff Survey. 
Action plan developed further.  

0.5 Draft Dec 

2017 

Amends by Head of HR and Governance 
following DMT/SMT Away Day  
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People action plan 

 Target 18/19 Current Status 

% of employees who would recommend CBH as 
an employer 

76% 74%  

% of staff who are supported by their manager 
to do the job to the best of their ability 

77% 75%  

% of staff who feel empowered to make 
decisions and have ownership of their work. 

77% 75%  

Highlights 

  

Forward look 

  

Key risks & issues 

  

Support/resources required 
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Completed

In progress/on target

Cancelled / on hold

Unlikely to achieve target

Not started/behind schedule/below target

Focus 
Actions/projects/ 

workstreams 
Lead 

Due Date 
Success 
measure 

Progress Notes 

Creating a 
working 
culture and 
environment 
that allows 
staff 
to perform 
at their best 

Management  

Maintain IIP Gold 
Accreditation 

Head of HR 
and 
Governance 

Q1 2018 Maintain Gold 

To be 
assessed 
under the new 
framework 
which includes 
all staff survey 

Take Part in Best Companies 
Survey (Times 100) 

Head of HR 
and 
Governance 

Q3 2020 
Achieving a Top 
100 ranking 
(2015:109th!!!) 

To get an 
indicative 
position in the 
survey mid-
term, to further 
develop 
initiatives for 
2022 
submission 
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Focus 
Actions/projects/ 

workstreams 
Lead 

  
Due Date 

Success 
measure 

Progress Notes 

  
  
  
  Develop action plan to meet 

SHEF framework 

Head of HR 
and 
Governance 

Q1 2019 

All 
recommendations 
from Mock 
completed, 
progress against 
further criteria 
achieved 

  

Make a 
corporate 
decision on 
whether to go 
for full 
accreditation 

Creation of a Management 
Charter and framework to 
enable our managers at all 
levels to develop their skillset 

Head of HR 
and 
Governance/ 
Staff Forum 

Q4 2018 

% Staff agree 
that Senior 
Managers truly 
live the values of 
CBH.                             
% staff 
confidence in 
their manager’s 
leadership skills                     

  

 Link to staff 
survey results 
and Leadership 
Plan 
(DMT/SMT) 

Embed a Performance 
Management Framework 
ensuring an appropriate 
Appraisal and feedback 
system 

SMT/ Head 
of HR 

Q3 2018 
% staff who met 
their PADS 
objectives 

    

Address concerns and identify 
solutions from the staff survey 
results 
 
 
 

Head of HR 
and 
Governance 

Q1 2018 

% Improvement 
in Staff 
Satisfaction 
(Service level) 
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Focus 
Actions/projects/ 

workstreams 
Lead 

Due Date 
Success 
measure 

Progress Notes 

Resourcing the Organisation 

Develop effective ways to 
attract and retain high quality 
staff 

Head of HR 
and 
Governance/ 
Managers Q2 2018 

% staff turnover 

Develop the apprenticeship 
programme to support the 
current and future staffing 
needs of CBH 

Head of HR 
and 
Governance/ 
Managers 

Q3 2018 

Number of 
apprenticeships, 

% utilisation of 
Levy 

Apprenticeship 
programme 
underway for 
17/18 

Target to 
evolve when 
apprentices 
complete their 
training and 
look for Full 
Time 
opportunities 

Create opportunities for career 
progression, ensuring that 
formal succession planning is 
in place 

Head of HR 
and 
Governance/ 
Managers 

Q2 2019 

% of staff 
promoted as a % 
of roles 
advertised. 

Making our 
staff feel 
valued and 
supported 

Staff Communication and Consultation 

Develop the Staff Forum 
further. Forum to have a major 
role in developing and 
managing this action plan. 

Head of HR 
and 
Governance 

Q1 2018 

100% 
representation 
across all service 
areas 
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Focus 
Actions/projects/ 

workstreams 
Lead 

  
Due Date 

Success 
measure 

Progress Notes 

Matching 
the skills, 
experience 
and outlook 
of our 
workforce to 
our vision 
and purpose 
  
  

Skill Development           

To improve the I.T skills of 
staff and encourage a 
proactive approach to 
technology 

IT & Support 
Manager 
 
 
 

Q1 2018 

% increase in 
staff who feel that 
their productivity 
has improved due 
to improved new 
technology 

  
Link to 
VFM/Tech Plan 

Ensuring 
everyone is 
recognised 
and 
rewarded 
fairly 

Reward and Recognition           

Develop and implement Total 
Reward Statements for staff 

Head of HR 
and 
Governance 

Q1 2018 

% increase in 
staff happy with 
their pay and 
benefits  

    

Survey staff on the value 
placed on the current benefits 
offered and on non-financial 
rewards 

Head of HR 
and 
Governance 

Q1 2018 

% increase in 
staff happy with 
their pay and 
benefits  

    

Providing a 
better work-
life balance 
for staff 

  
  

Wellbeing           

Further develop and 
implement the Wellbeing Plan 

Head of HR 
and 
Governance 

Q4 2018 

% staff happy 
who are happy 
with the balance 
between their 
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Focus 
Actions/projects/ 

workstreams 
Lead 

  
Due Date 

Success 
measure 

Progress Notes 

work and home 
life 
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ITEM 12 APPENDIX 3 

Business Development Plan 

2018-22 

Authors:  Gareth Mitchell, Chief Executive and Mark Wright, Director of 
Property Services 

Draft version 0.3 

January 2018 
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1. Introduction & purpose 

In an environment of rent reductions, welfare reform and a diminishing 
housing stock, it is vital that we adapt as a company in order to remain 
financially sustainable and protect the core services we deliver.  All of the 
company’s core income streams are under pressure or already reducing, 
and therefore the need to develop new business opportunities that will 
deliver additional income is pressing. 

This business development plan sets out our approach to achieving the 
increased income which we have identified as an important factor in 
achieving our mission of delivering great value services that make a 
difference. 

2. Strategic aims 

CBH’s overall ambition as set out in our Strategic Plan 2017-22 is to be 
the trusted choice for local housing, property and community 
services. 

We plan to do this by delivering services that are valued by our 
customers and serving our communities. Our headline measures of 
value for money, customer satisfaction and positive outcomes in the 
community will only be deliverable if we manage to achieve both savings 
and new income to invest in our services. 

The aims of this plan are therefore: 

 To protect services by looking after the future of the business 

 To bring in extra income to invest in our services and our 

communities. 

3. Our ambition by 2022 

Over the last few years we have secured a number of fee-generating 
projects and new income streams, and currently around £450,000 of 
additional income comes from outside the management fee we receive 
from the Council for the delivery of core services.  Our aim is that by 
focusing on business development we will be generating £?? net 
additional revenue per annum (net of direct costs) by 2022. 

To deliver this we will need to demonstrate that: 

 We have a social enterprise mindset and skill base 

 We are able to create capacity to invest in business development 

 We have new income streams. 
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4. How we will achieve our aim

We plan to achieve our aim of generating £?? net additional revenue per
annum (net of direct costs) by 2022 by:

 Ensuring the company has access to the required commercial

skills

 Developing a clear product offering, market appraisal and pricing

strategy

 Developing a flexible resourcing strategy to ensure availability of

key skills

 Developing our marketing and sales capability

This will be supported by the projects and workstreams in the Business 
Development Action Plan which accompanies this document. 

5. How we will measure progress

We will monitor the following indicators to ensure we are on track over the
course of the plan.  All of the indicators measure performance relating to
income which does not come from the management fee paid to us by the
Council for the delivery of core services:

 £ net additional revenue per annum (net of direct costs)

 £ profit per annum

 % of total company income that is non-Council management fee.

6. Consultation

The following were consulted during the drafting of this plan, and input
incorporated:

 Directors Management Team

 Senior Management Team

The following were consulted as part of the strategic plan consultation 
which informed this plan: 

 CBH Board

 Staff forum

 All CBH staff (via roadshows & survey)

 Colchester Borough Council – Housing Portfolio Holder & senior
officers

 CBH customers (via focus group & survey)

 Mondrem UK (external consultant).
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7. Related documents 

The CBH Strategic Plan 2017-22 gives overall direction to this plan. 

The CBH Medium Term Delivery Plan 2018-22 sets out how we will deliver 
services on behalf of Colchester Borough Council to fulfil our management 
agreement obligations. This plan will guide us and help us to demonstrate 
how we are able to continue to deliver our obligations as a low-cost, high 
value provider. 

The CBH Business plan will guide how much additional income we need to 
raise to support business sustainability and the level of investment required 
into new income generation to create revenue which we can reinvest in the 
business. 

The CBH Customer Plan will guide the levels of investment need to improve 
our services for customers. 

The CBH People Plan sets out how our staff are supported to develop the 
business. 

The CBH Community Plan sets out how we will invest in delivering our 
services to make a difference in the community in line with our social purpose 
using additional income. 

The CBH Leadership Plan sets out how the Board and management of the 
company will be supported ensure good risk management and prudent 
business development decisions. 
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Business development action plan 

    

£’s net additional revenue per annum 
(net of direct costs) 

   

£’s profit per annum    

% of total company income that is 
non-Council management fee 

   

Highlights 

 

Forward look 

 

Key risks & issues 

 

Support/resources required 

 

 
Completed  

In progress/on target  

Cancelled / on hold  

Unlikely to achieve target  

Not started/behind schedule/below target  
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Focus 
Actions/projects/ 
workstreams 

Lead Due by Success measure Progress Notes 

Developing a 
flexible 
resourcing 
strategy to 
ensure 
availability of key 
professional 
skills 

Establish project team 
resources to drive the 
business development 
plan forward 

DMT leads 

 
January 
2018 

Project team is established 
so that the Business 
Development plan is 
appropriately resourced to 
deliver actions on time and 
budget. 

  

Restructure the property 
services directorate to 
meet the anticipated 
business development 
needs for the Strategic 
Plan period. 

Director of 
Property 
Services 

 

March 
2018 

A structure with inbuilt 
capacity to flex at minimal 
cost so that risks can be 
contained wherever 
possible within forecast 
budgets 

  

Developing our 
product offering, 
pricing strategy 
and market 
appraisal 

Deliver a product and 
pricing strategy for 
relevant services and 
assess the market 
opportunity. 

Project 
team 

 

March 
2018 

Agreement on profitable 
product offering and 
confidence about market 
opportunity 

  

Review framework and 
basis for assessing and 
prioritising business 
opportunities 

 

Project 
team May 2018 Improved confidence in 

targeting appropriate 
opportunities and in 
bidding process 

  

Use existing procurement 
channels to test product 
and pricing strategy and 
generate market insight 

 

Service 
lead 

Ongoing 

Business development 
plan assumptions are 
validated and learning is 
generated for the business 
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Developing our 

marketing and 

sales capability 

Develop sales and 
marketing plan driven by 
the outcomes of product 
and pricing strategy.  

Project 
team with 
external 
support 

April 
2018 

Clarity on product offering 
and our approach to the 
market 

Proactively target 
potential customers and 
tender/bid for business 
opportunities. 

Service 

lead 
July 2018 

Increased level of bidding 
activity and learnings 
generated for future 
opportunities 

Ensuring the 
company has 
access to the 
required 
commercial skills 

Agree skills plan to 
support business 
development 

Project 
team/HR 

February 
2018 

Clarity on skills gaps and 
agreed approach to meet 
needs 

Design/select and deliver 
internal skills 
development programme 

Project 
team/HR 

Decembe
r 2018 

Key staff members 
increasingly confident and 
competent at exploiting 
new business opportunities 

Source required external 
skills 

Project 
team 

April 
2018 

Company has access to 
commercial skills that are 
not suitable for internal 
development 
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Document control sheet 

Title:  Business Development Plan 

Electronic File 
Name & location:  

https://colchbh-
my.sharepoint.com/personal/gerardine_murphy_cbho
mes_org_uk/Documents/Business planning/Strategic 
plan/Delivery Plans/Business development 
plan/Business Development plan draft.docx 

Consultation with 
stakeholders:  

The following were consulted during the drafting of 
this plan, and input incorporated: 

 Directors Management Team 

 Senior Management Team 

The following were consulted as part of the strategic 
plan consultation which informed this plan: 

 CBH Board 

 Staff forum 

 All CBH staff (via roadshows & survey) 

 Colchester Borough Council – Housing 
Portfolio Holder & senior officers 

 CBH customers (via focus group & survey) 

 Mondrem UK (external consultant). 

Approved:   

Next Review date: One year from date of approval 

Circulation 
method:  

 

Equality Impact 
Assessment:  

 

Document amendment history 

Version  Type Date Notes 

0.1 Draft July 2017 Initial draft aligned with draft strategic plan 

0.2 Draft Nov 2017 Reviewed Action Plan and updated for 
DMT/SMT Away day 

0.3 Final 
Draft 

January 
2018 

Version for Business Opportunities Panel 
review and recommendation to board 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22nd February 2018 

TIME: 5.30 pm 

VENUE: Rowan House 

AGENDA ITEM: 13 

SUBJECT: Finance Assurance Report 

REPORT BY: Michael Hadjimichael, Director of Resources 
 (01206) 507815 
  michael.hadjimichael@cbhomes.org.uk 

FOR INFORMATION 

1. Purpose of Report

1.1 To provide the Board with a high-level statement of the financial position at 31 
December 2017.  

2. Recommendations

2.1 That the Board: 

 Note the financial position as at 31 December 2017.
.

3. Background

3.1 The Management Fee Budgets are managed on a risk-based approach with a high 
level of monitoring on the key risk budgets. These include salaries, premises, SLAs 
and new services taken on from the Council. The salaries budget represents over 
70% of the controllable budgets and a detailed model is used to monitor this. 

3.2 The Finance & Audit (F&A) Committee monitors the progress against the budgets 
in detail at their meetings during the year to ensure these are effectively monitored. 

4. Review of Financial Position as at 31 December 2017

4.1 Set out below is the actual outturn on the operating budget as at the 31 December 
2017. 
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Budget 
2017-18 

(£000) 

Profiled 
budget to 

31 Dec 17  

(£000) 

Actuals to 
31 Dec 17 

(£000) 

Forecast 
outturn to 
31 Mar 18 

(£000) 

Management Fee 

Management Fee - Income 9,351 7,792 7,792 9,677 

Management Fee - Expenditure 9,351 7,217 6,941 9,508 

Management Fee – net position    575 851 169 

Other Budgets Other Budgets

Capital (CBC and CBH) 8,511 5,405 5,394  6,929 

Revenue (CBC)  1,446 1,094 1,158 1,446 

Delegated Budgets 2,452 1,461 979 2,294 

The key reasons for variances are as follows: 

Management Fee 

4.2  Management fee paid 1 month in advance, income is 10 months compared to
expenditure of 9 months.

 Vacancy factor on a number of budgets throughout the company.

 Lower volume of Repairs requested at this moment in time.

Within the management fee expenditure there is an expected overspend at year end 
of £45k for the General fund for the Corporate Facilities and Technical team. This is 
less than previously reported due to a number of vacancies within the Technical Team 
and is to be supported through trading activity surpluses. 

Overall forecast outturn to year end shows a surplus of £169k which is as a result of a 
number of vacancies across service areas, this surplus is likely to increase further as 
we progress to year end. 

Any trading surplus will be added to this surplus to show an overall company position. 

Capital – all capital works 

4.3 The committed expenditure on the overall capital budget is in line with profile. Both 
CBH and CBC capital budgets are being reviewed in detail and it is estimated that there 
will be a number of carry forward requests due to the complexities of the Dutch Quarter 
contract, and the slow delivery of the External Overview and the HIP contracts. At this 
moment in time we are forecasting carry forward requests to be in the region of £1.6m 
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Revenue CBC Contracts 

4.4 The revenue CBC void and service contracts is over profile by £64.8k. This is due to 
void demand at this moment in time and the service contract budget not being profiled 
correctly, a virement is required from the CBH service contract budget to accommodate 
this variance to budget. 

Forecast outturn to year end is in line with budget. 

Delegated Budgets 

4.5 This significant variance is due to recharges not yet undertaken at the end of Q3 and 
invoices not yet received. Examples of these recharges are utilities and grounds. A 
significant amount of recharges are undertaken at year end by CBC. 

Forecast outturn to year end is £158k less than budget due to agreed savings on the 
grounds budgets which have been returned to CBC to support other areas of the 
HRA programme. 

Approved Reserve Drawdowns 

4.6 The Working Smarter Project is an approved drawdown from reserves. The planning 
of this project has been on-going for some time now. The IT equipment has been 
purchased and was rolled out during September. The accommodation 
reconfiguration at Rowan House was completed in October and that at Gosbecks 
was completed in December. 

We also have some smaller amounts which are carry forwards from 2016-17 that are 
progressing in line with the project plan and forecast.  

All reserve drawdowns are accounted for in the income and expenditure lines on the 
table above. 

5. 

5.1 

6. 

Risk Management 

A strong financial control framework is essential for the successful delivery of the 
annual budget.  Monthly review of all expenditure items takes place and income 
invoiced and collected in a timely manner.  Any material items that may result in a 
significant deviation away from target will be reported to Finance and Audit 
Committee accordingly.  

Financial Implications 

6.1 

7. 

These are incorporated in the body of the report. 

Value for Money Implications 

Successful delivery on performance targets for the year within these financial 
constraints will meet the requirements of the Value for Money Strategy. 
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8. HR, Health & Safety and Equality & Diversity Implications

8.1 None. 

9. Residents at the Heart

9.1 Residents are indirectly involved in budgetary control as they review our 
performance on a regular basis. Our performance on standards is underpinned by 
our expenditure. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 

DATE: 22 February 2018 

TIME: 5.30pm 

VENUE: Room 1, Rowan House 

AGENDA ITEM: 14 

SUBJECT: Performance Assurance Report Q3 

REPORT BY: Karen Loweman, Director of Housing 
 (01206) 282805 
 karen.loweman@cbhomes.org.uk 

FOR DECISION 

1. Purpose of Report

1.1 To provide the Board with a high-level statement on the Company’s performance 
against the agreed Key Performance Indicators (KPIs). 

2. Recommendations & Decision required

2.1 That the Board notes the KPIs that are red or amber and considers the adequacy of 
measures in place to improve performance or mitigate impact.  

3. Background

3.1 The Medium Term Delivery Plan contains a selection of KPIs that reflects the 
Company’s vision & objectives for the coming year as well as the targets by which 
these are to be measured. These are discussed and agreed by the Operations 
Committee and approved by the Board at the start of each year.  

3.2 The most-recent Operations Committee was held on 7 February 2018  

3.3 The Operations Committee reviews the suite of KPIs at each meeting, and requests 
more detail where performance is below target. KPIs are shown as ‘green’, ‘amber’ or 
‘red’ against the performance target:  

 ‘Red’ - the indicator is not meeting performance expectation to date and/or is
unlikely to improve by year end.  Forecast is that it is unlikely that the target
set will be achieved.

 ‘Amber’ - the indicator is not meeting expectation.  There may be mitigating
circumstances and improvement likely, but risks are raised.
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 ‘Green’ - the indicator is meeting performance expectation, or as forecast
top the next reporting period.

3.4 This report gives assurance to the Board that any areas of concern are being 
monitored and addressed.  

4. Performance Monitoring –  to end December 2017

4.1 The suite of Key Performance Indicators demonstrate some excellent outcomes 
with all 18 indicators achieving performance expectation. 

There are no Red or Amber indicators at the end of December. 

One indicator is highlighted as at risk of not achieving year-end target: 

4.2 Voids – overall time to re let empty properties (Target 25 days) 

This indicator is currently better than, but close to the target, for year-end 
performance. The current year to date performance is 24.7 days to repair and let 
an empty property, with 229 empty properties let within the period.  

With an increase in the number of empty properties occurring this year, and some 
late returns from the contractor we anticipate that the year-end target may be at 
risk.     

5. Financial Implications

5.1 Annual budgets assume target level of performance for income and expenditure. 

6 HR Implications 

6.1 Staffing levels are currently considered sufficient to deliver the required service 
level. 

7. Equality and Diversity Implications

7.1 Performance monitoring supports CBH to ensure that services are delivered in a 
fair and accessible way.  

8 Residents at the Heart 

8.1 None 

9. Appendix

9.1 Appendix 1: Overall time to re let slide 
Appendix 2: Performance Dashboard 
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P I 
no. Description 2016/17

Result QTR 1 Cum to 
Sep 2017 QTR 2 Oct

2017
Cum to 

Oct 2017
Nov
2017

Cum to 
Nov 2017

Dec
2017

Cum to 
Dec 2017 QTR 3 YTD Supporting reports 2017/18

 Target
Perf rating

Local

H'mark Perf 
rating 16/17 
UQ National

H'mark Perf 
rating 16/17 UQ
East of England

Author Additional Supporting Comments re Performance.

Work with Partners and residents to create mixed and sustainable communities

1 ASB - % of cases closed and not re-
opened within 90 days. 

97%  98%  100% 98% 100% 98% 100% 99%  99% ASB11 and ASB7 96.0% 99% n/a n/a Sue Nice December has been a quiet month with 12 new 
ASB cases. This has given the officers the 
opportunity to work on open cases and close 
a good percentage of their workload.

Prevent homelessness and rough sleeping

2 % of housing options cases where 
homelessness was prevented

51% 56% 52% 48% 57% 53% 55% 53% 67% 54% 60% 54% 48.0% 54% n/a n/a Tracey 
Brushett

Work with customers to enable them to make informed housing choices

3 Number of households in bed and 
breakfast accommodation

23 14  4 6  1  0  0 0 Abritas 30.0 0% n/a n/a Tracey 
Brushett

Make the best use of homes in Colchester

4 Voids - Overall time to Relet - 
General Needs All including Capital

21.22 23.63 24.52 24.95 25.34 24.50 28.00 25.07 19.38 24.70 24.95 24.70 PS KPI Pack - R220 25.0 2470% 18.99 18.00 Tony Dale Within target, no additional comments.

5 Rent loss due to empty properties 
(voids) as a % of rent due (general)

0.25% 0.26% 0.37% 0.47% 0.40% 0.37% 0.37% 0.37% 0.21% 0.36% 0.34% 0.36% PS KPI Pack - R240 0.45% 0% 0.43% 0.43% Tony Dale Within target, no additional comments.

6 Percentage of under occupied 
Council homes

22%    21.4%  21.4%  21.4%   21.4% Under occupation 
summary month by 
month

22.0% 21% n/a n/a Karen 
Williams

Provide healthy, safe and energy efficient homes

7 Repairs satisfaction (%)(including 
Gas)                              

99.21% 97.39% 98.57% 99.39% 99.70% 98.75% 99.61% 98.93% 98.82% 98.92% 99.41% 98.92% PS KPI Pack - R010 95.5% 99% 76.70% 76.68% Kirk Braker

8 Average days taken to complete a 
(responsive) repair

6.41 6.75 6.67 6.61 6.15 6.60 6.32 6.56 6.18 6.53 6.22 6.53 PS KPI Pack - R060. 
Based on all B to E 
priorities, contractor & 
in-house repairs

7.0 653% 6.47 8.74 Kirk Braker

9 Properties with valid gas certificate 100%    100.00%  100.00%  100.00%   100.00% PS KPI Pack - R120 100% 100% 100.00% 100.00% Kirk Braker

10 Percentage of Non Decent homes 7.86%    10.48%  9.73%  6.65%   6.65% PS KPI Pack - C310 5.46% 6.65% 0.00% 1.28% Matt 
Armstrong

Of the 5881 stock, there are 391 (6.65%)  Non 
Decent Homes. 

Make the most of resources and opportunities

11 Repairs and voids cost per property 
(£)

£493 £481 £506       £524  £524 £531 £581 £565 Sharon 
Stephens

Incremental increase in cost per property from 
quarters 1-3 as a result of going into the winter 
months and an increase in electrical repairs, in 
addition to this the void numbers have increased 
on previous years.

12 First Call Resolution (%)
repairs calls only

85%    95%  93%  93%   94% 85.0% 94% n/a n/a Daniel 
Featley

13 Average waiting time for calls 
(seconds)

20    13  15  15   23 25
seconds

2300% n/a n/a Daniel 
Featley

14 % of stage 1 complaints upheld 35.7% 55% 43% 33% 50% 43% 0% 38% 0% 34% 14% 34% Capita reports 35.0% 34% n/a n/a Ria 
Eustace

1 out of 7 complaints upheld in Q3. 
10 out of 29 complaints upheld year to date.

15 Former tenant arrears (£) £329,202    £237,580  £232,802  £234,892   £234,892 CH1 report £285,900 £234,892 n/a n/a Fiona 
Cass

16 Current tenant rent collection 
(including arrears brought forward)

98.85% 97.57% 98.09% 98.60% 101.68% 98.67% 99.84% 98.80% 106.07% 99.38% 102.17% 99.38% Rentround Report 98.5% £1 n/a n/a Karen 
Williams

Q3 includes a rent free week

17 Leasehold --Service charge collection 98.82%    77.02%  84.16%  91.80%   91.80% 98.7% n/a n/a Karen 
Williams

Continuing to exceed target set

18 % of Corporate Buildings assets with 
condition surveys.

100%    100%  100%  100%   100% 100% n/a n/a Lee 
Spalding

PERFORMANCE SUMMARY
2017/18

The indicator is not meeting performance expectations to date 
and/or is unlikely to improve by year end.  Forecast is that it is 
very unlikely that the targets set will be achieved.
The indicator is not meeting performance expectations to date.  
There are mitigating circumstances in most cases and 
improvement is likely but risks are being flagged in regard to 
this indicator.
The indicator is meeting performance expectations to date, or 
as forecast to the next reporting period.

Performance rating based on CBH YTD result and CBH Target
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Minutes of the Governance and Remuneration Committee 

Held at 4.30 pm on 25 January 2018 
Room 1, Rowan House  
Sheepen Road, Colchester 

Present: In Attendance: 
Cllr Cyril Liddy  CL (Chair) Michael Hadjimichael MH 

Anne Grahamslaw AG Owen Howell OH 
Michala Carey MC Angelique Ryan AR 
Geoff Foster GF Karen Loweman KL 
Michael Campbell MC Alan Blois 

Nikki Bedford (Minutes) 
AB 
NB 

1. Apologies for absence

1.1 No apologies received. 

2. Minutes of previous meeting and matters arising

2.1 The minutes of the meeting held on 6 July 2017 were confirmed as an 
accurate record of the meeting and accepted for signing by the Chair. 

3. Governance Action Plan Update

3.1 OH presented the report for information. 

3.2 It was highlighted that due to priority of work to ensure compliance with GDPR 
and DPA 17/18, certain dates on the Governance Action Plan have been 
rescheduled. 

3.3 Committee enquired if training around GDPR was going to be available to the 
Board.  AR confirmed that there is a 3.5 hour session which is being 
presented to the CBH staff and is available to Board should they wish to 
attend. It was discussed that there may be a more succinct and appropriate 
level of training for Board. Action: AR to discuss with trainer other options 
available. AR to also circulate details of upcoming staff training session to 
Board Members and invite all to attend. 

3.4 OH highlighted that a Data Protection Officer (DPO) will need to be appointed, 
but that CBH was still waiting for CBC to declare what arrangements they 
were making, and if CBH could share a DPO with CBC. 

4. Successor Panel to replace Operations Committee

4.1 MH, KL and AB presented the report for Committee to consider and make 
recommendations to Board. 
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4.2 The Committee highlighted the importance of the Panel to not be prescriptive 
as it would hinder and discourage resident involvement.  It was also agreed 
that the language used within the Terms of Reference is not wholly 
appropriate as this is to be a Panel rather than a Committee who report to 
Board. Action: Redraft to be completed ready for Board Away Day 15.02.18 
with the following areas addressed: 

- Terminology and language used  
- Attendance to be used rather than membership 
- Addition of Any Other Business to Statement of Purpose 
- Removal of Authority section 
- Removal of Quorum. Chair to decide if it is appropriate for meetings to 

go ahead based on numbers in attendance 
- Under Monitoring, remove first and last paragraph and keep “The Chair 

of the Panel shall report any other urgent or relevant matters to the 
Chair of the Board 

5. Human Resources Update

5.1 AR presented the report for information. 

5.2 Referring to 2.2 of the report, assurance was given to the Committee that the 
injury/fracture information was not due to work related incidents. 

5.3 

5.4 

5.5 

A discussion was had about the poor uptake of Flu jabs that were offered to 
staff. It was suggested that next year that it could be offered in house to make 
it easier for staff to attend. It was noted that this could be done through 
Heales occupational health but a minimum number must attend. Assurance 
was given to the Committee that sanitisers and desk wipes are available to all 
staff to assist with not spreading germs. 

Referring to 3.6 of the report, it was highlighted that the low scores for the 
staff survey were from Housing Options Team and the high scores from the 
Resources Directorate.   

The high staff turnover was discussed and it was confirmed that this is 
highlighted in the staff survey from Housing Options. A further eight posts are 
to be advertised in the near future. 

Meeting closed at 5.50pm 
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2018-19 Board Forward Plan 

Please note: Items highlighted in yellow will be for information only, but Board 
Members are invited to raise any questions that they might have on these items at 
the meeting under which they are listed. 

Date Item Committee Presenting 

24 Apr ‘18 Staff Code of Conduct FOR DECISION n/a DoR 

NB These 
items in 
green 
have 
been 
moved 
back from 
22 Feb 

Business Opportunities Panel Terms of 
Reference FOR DECISION 

BOP 
BAO 

Information & Confidentiality Policy – 
FOR DECISION 

n/a 
BAO 

Scrutiny Panel Report on Scrutiny 
Topic 

n/a 
HM(S) 

Approval of Community, Leadership 
and VFM plans 

FOR DECISION 

CEO 

Strategic Risk Register Review F&A DoR 

Strategic Risk Register Review F&A DoR 

13 Jun 
‘18 

Annual Health & Safety Report n/a DoPS 

Strategic Risk Register Review F&A DoR 

Code of Governance Review n/a DoR 

23 Jul ‘18 

Strategic Risk Register Review F&A DoR 

Reduction to 1 Board Vice Chair at 
2018 AGM – FOR DECISION 

n/a 
Chair 

Approval of Company Accounts F&A Jun ‘18 DoR 

12 Sep 
‘18 

Strategic Health & Safety Policy 
Statement – FOR DECISION 

n/a 
CEO & H&SM 

Annual Equality & Diversity Report n/a DoR 

Annual Report from F&A F&A Jun ‘18 DoR 

Strategic Risk Register Review F&A DoR 
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Date Item Committee Presenting 

Annual HR Report n/a HoHR 

Approval of new Tenant Board Member 
– FOR DECISION 

n/a 
Chair 

 

1 Nov ’18 
(and 
AGM) 

Internal Audit Charter F&A 
DoR 

 Strategic Risk Register Review F&A DoR 

AGM 

Standard Items on AGM agenda: 

 Approval of Company Annual 
Report 

 Adoption of Financial Statements 

 Appointment of External Auditors 

 Appointment of Vice Chairs 

 Appointment of F&A Chair (if 
necessary) 

 Annual Resident Insight & 
Engagement report 

 Noting of Resident Board Member 
selection results 

 

 

  

10 Dec 
‘18 

 

Complaints Policy n/a SIO 

Housing Investment Programme and 
Asset Management Programme ‘19/20 
presentation FOR DISCUSSION 

n/a 
DoPS 

Strategic Risk Register Review  F&A DoR 

 

21 Feb 
‘19 

CBH Budget 2019/20 report F&A DoR 

Housing Investment Programme and 
Asset Management Programme 
2019/20 (Housing Futures Programme) 
FOR DECISION 

n/a 

DoPS 

Medium Term Delivery Plan approval n/a SDM 

Strategic Risk Register Review  F&A DoR 

Board Member Recruitment Policy n/a BAO 

Trading Review Confidential BOP CEO 
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