
  
 

 
 

AGENDA – Part A 
(Open to the public) 

1. 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 27 October 
2016, and to deal with any matters arising
This includes the AGM minutes (for reference only).

4. Voice Your View

ITEM FOR DISCUSSION 

5. Update on Enoch House (Presentation)
Mark Wright, Director of Property Services

ITEMS FOR DECISION 

6. Approval of updated Strategic Risk Register (Page 11)
Michael Hadjimichael, Director of Resources

7. Housing Investment Programme (Page 17)
Mark Wright, Director of Property Services

8. Medium Term Delivery Plan Priorities (Page 25)
Gerardine Murphy, Service Development Manager

9. Complaints Policy (Page 41)
Karen Loweman, Director of Housing

STANDING ITEMS 

10. Finance Assurance Report (Page 57)
Michael Hadjimichael, Director of Resources

11. Performance Assurance Report (Page 61)
Karen Loweman, Director of Housing

12. Committee Minutes (Page 73)
Board members are invited to raise question and comment the minutes of:

Operations Committee 18 October 2016 
G&R Committee 9 November 2016 
Operations Committee (Q2) 21 November 2016 

Continued overleaf 

COLCHESTER BOROUGH HOMES LIMITED 
NINETY-SECOND BOARD MEETING  

To be held 5.30 pm, Wednesday 7 December 2016 
Room 1, CBH Offices, Rowan House 
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13. Forward Look (Page 89) 
An update of future decisions required and items to be discussed at future 
Board meetings. 

 
14. Any Other Business 

 
15. Exclusion of the Public 

 
 

Forthcoming meetings: 
 

Meeting Dates 

Tuesday 21 February 2017 

Tuesday 25 April 2017 
 

Colchester Borough Homes Ltd 
Company Number 4843624 
A Company Limited by Guarantee       
Registered in England 2



Minutes of the Ninety-First Board Meeting 
 
Held on 27 October 2016 at 5.30pm  
At St John’s Church Community Centre 
Colchester CO4 0HP 
 
Present:  In Attendance:  
Anne Grahamslaw 
Alan Blois 
Cllr Nigel Chapman 
Julie Parker 
Glenn Houchell 
Geoff Foster 
Michala Carey 
Tina Graves 
Cllr Daniel Ellis 
Dionne Philp 
Cllr Cyril Liddy 

(Chair) 
(Vice Chair) 
(Vice Chair) 

Gareth Mitchell 
Michael Hadjimichael 
Karen Loweman 
Mark Wright 
Matt Armstrong 
Mell Robinson 
Polly Hardy 
Ria Eustace 
Nikki Bedford 
Claire Holland 
Owen Howell  
 
Observing: 
Matthew Sterling 
Lynn Thomas 
Jan Sexton 
Michael Campbell 
Dawn Tibble 
Maura Broad 
Jimmy Watson 

 
 
 
 
 
 
 
 
 
 
(Minutes) 
 
 
(CBC) 
(CBC) 
(TLCC) 
(TLCC) 
(TLCC) 
 

    
1. Apologies and quorum 
  
1.1 
 
2. 
 
2.1 
 

Apologies were received from Cllr Mike Hogg. 
 
Declaration of interests by Board Members and Officers 
 
Julie Parker declared a new interest as a newly-appointed Non-Executive 
Director of the Pathology Partnership. 
 

3. Minutes of the meeting held on 12 September 2016 and Matters Arising 
  
3.1 The minutes of the previous meeting were agreed as an accurate record and 

approved for signing by the Chair. 
  
3.2 It was confirmed that all actions had been completed, except for the action 

relating to 10.4 which was not yet due. 
  
4. Voice your view 
  
4.1 Jan Sexton spoke to request an extra parking space be put into Oatfield Close 

(replacing a currently open patch of ground) to ease the pressure on existing 
spaces. Karen Loweman explained that she had talked to the grounds 
maintenance team and planning officer. They advised that a site visit had been 
conducted and that the plot was an unsuitable size for a parking space. The 
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preservation of green spaces is also a priority for CBC. 
  
5. Approval of updated Strategic Risk Register 
  
5.1 Michael Hadjimichael noted that there were no new risks to report. He and Karen 

Loweman further noted the completion of a further mitigating action relating to 
Risk 4 (Welfare Reform) as it was likely that five properties would be ready for 
inclusion in the Private Sector Letting Scheme as of 1 November 2016. 

  
5.2 Board were asked to note the disaster recovery work which was planned in the 

coming months. A wide range of scenarios would be considered as part of this 
work. 

  
6. Equality Strategy & Objectives, and Annual Equality & Diversity Report 
  
6.1 Claire Holland explained that the current Strategy and Objectives had expired 

and must be superseded by new ones. She explained that we were due to hold a 
mock Social Housing Equality Framework (SHEF) assessment on 6 and 7 
December this year, with the actual review to be held on 14 March to 16 March 
2017. 

  
6.2 Relating to 4.2 and 6.3 of the report, Members asked if more information had 

been found to explain the difference between the satisfaction scores recorded 
from residents of different ethnicities. Claire explained that work had been started 
to increase our engagement with BME residents to understand the differences in 
satisfaction rates, and detailed some of the work and partner organisations with 
which she and the Resident Involvement Team were working with. 

  
6.3 Claire explained that the new Resident Insight Strategy would ensure that CBH 

responds to changing circumstances and community demographics by engaging 
closely with our tenants and leaseholders. There would be annual updates, and 
our Equality Ambassadors will be asked to help monitor any changes and 
emerging issues. CBH staff will also continue to work with Colchester Community 
Voluntary Services (CCVS) and other groups.  

  
6.4 In developing and completing actions, CBH is performing well, between 

‘achieving’ and ‘excellent’ The SHEF mock assessment will be used to identify 
opportunities for improvement in order to achieve an overall ‘excellent’ rating. 
The independent assessor will be Stuart Long from South Essex Homes who is a 
trained peer-assessor with the LGA. 

  
6.5 Board asked to clarify if they were being asked to approve the £7,400 spend on 

the SHEF assessment (9.3 of the report). Michael Hadjimichael reminded 
Members that this had been agreed already as part of the budget last year. 

  
 Decision: The new Equality Strategy and Objectives were approved. 
  
7. Safeguarding Policy 
  
7.1 Karen Loweman presented in place of Karen Williams. The Policy had been 

updated to take into account the Care Act (2014), emerging new issues and 
Board Member feedback. More communications would be developed to allow our 
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customers to report their concerns. 
  
7.2 Board requested clarification concerning Board Members who are appointed by 

the Local Authority and the mention of a ‘Governance Committee’ on page 6 of 
the draft Policy, specifically, did this refer to CBC’s Governance Committee. This 
question was referred to the Board Assurance Officer who would provide an 
answer. Action: Owen Howell to investigate and provide clarification. Answer: 
The ‘Governance Committee’ referred to is CBC’s Governance Committee and 
any investigation or action taken by CBC would be in addition to any actions 
taken by CBH. 

  
7.3 It was noted that all the ‘designated officers’ named in Appendix 1 are female. It 

was suggested that it would be advisable to consider appointing male designated 
officers also. Karen Loweman agreed. Action: Karen Williams to take up this 
point. 

  
7.4 It was pointed out that several links in the document did not seem to work. This 

could be because they were designed to be used by officers within their VDI 
sessions, linking to intranet or internal pages, inaccessible from outside of CBH’s 
network. Action: Karen Williams to ensure that all links are correct and useable 
for those who need to access them. 

  
7.5 It was explained that the issues detailed in Appendix 2 were varied in nature, and 

that care had been taken not to make the descriptions too narrow, which would 
risk legitimate concerns not being captured within them, leading to them not 
being reported. These are intended to be descriptive but not definitive. 

  
7.6 Decision: The Safeguarding Policy was approved, subject to web links being 

double-checked and male designated officers being considered and sought.  
  
8. TLCC Scrutiny Topic 3 Report 2016 
  
8.1 Jan Sexton presented the TLCC’s report on their third scrutiny topic: tenancy 

audits. The TLCC recommended that, in their view, a tenancy audit programme 
should continue if possible. The TLCC’s view was that customer feedback was 
important to ensure that the audit process was as useful to residents as possible. 

  
8.2 The Board endorsed praise given to the TLCC for their work on this topic. 
  
8.3 As Chair of the Operations Committee, Alan Blois informed Board that the 

Tenancy Audit team had recently briefed the Committee on its work, progress 
made and issues identified. 

  
9. Resident Involvement Annual Review 2015-16 
  
9.1 Kathy Fitzgerald introduced Dawn Tibble (TLCC Member) who gave a statement 

on the training and knowledge she had gained through CBH and endorsed the 
2015/16 Resident Involvement Review. Mell Robinson and Michael Campbell 
(TLCC Member) then detailed highlights of Resident Involvement from 2015/16. 

  
9.2 Details were given on the amount of resident involvement that had been 

achieved, and the types of involvement, including Quality Assurance Advisors 
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(QAAs), the Community Budget Group, Equality Ambassadors, Media Panel and 
Task & Finish Groups. Through efforts made, CBH now had 54 trained QAAs 
recruited. 

  
9.3 A skills audit has been carried out for members of the TLCC and CBH’s Equality 

Ambassadors. A training plan has now been drafted for involved tenants and 
leaseholders to further help them to participate with insight and involvement at 
CBH. 

  
9.4 More QAAs would now be recruited, more task and finish groups have been 

scheduled for the coming year, and a mystery shopper programme will be 
introduced.  

  
9.5 The guiding principle will remain to ascertain residents’ priorities and the issues 

which they care about. 
  
9.6 The Chair thanked all of CBH’s Involved Tenants and Leaseholders for their 

work. 
  
10. Finance Assurance Report 
  
10.1 Board noted the report and Michael Hadjimichael’s assurance that there were no 

concerns at this stage regarding our outturn position at year end. 
  
10.2 The six-month position (as at end of Q2) would be circulated to members of the 

F&A Committee in the coming week. 
  
10.3 A review meeting had been held with colleagues at CBC in recent weeks to 

discuss delegated budgets, and assurances were given by them that all 
necessary expenditure would be utilised within the current financial year. 

  
10.4 Board noted the report. 
  
11. Performance Assurance Report 
  
11.1 Karen Loweman presented, noting that the number of households in B&B 

accommodation was now 38 (as of that week). This shows a drop in numbers, 
but it was expected that this figure would remain high. 

  
11.2 The percentage of non-decent homes will continue to decline as the five-year 

works programme continues. 
  
11.3 An explanation of the database cleansing was requested and given. Mark Wright 

explained that a distortion of the headline figure for non-decent homes had been 
caused by links within CBH’s asset management software appearing to replicate 
failures (e.g. a failure in a communal staircase being counted as a failure for 
every property within that block). The links will be rebuilt to give a true reflection 
of the percentage of non-decent homes within the stock. Mark gave assurances 
that he was confident that the percentage of non-decent homes would reach zero 
by the end of the five-year programme. The data cleanse was expected to take 
another two months to complete.  
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12. Committee Minutes 
  
12.1 The Committee minutes were noted. 
  
13. Forward Look 
  
13.1 Owen Howell informed Board that the coming year’s Forward Look would be 

populated once a draft of CBC’s meeting calendar was provided to us. 
  
14. Any other business 
  
14.1 There were no items raised. 
  
 With no further business, the open meeting concluded at 6.25pm. 
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Colchester Borough Homes Limited 
 
Minutes of Annual General Meeting 
Tuesday 27 October 2016 
At St John’s Church Community Centre,  
St John’s Close, Colchester CO4 0HP 
 
Present:   In Attendance:  
Anne Grahamslaw (Chair)  Gareth Mitchell  
Cllr Nigel Chapman (Vice Chair)   Karen Loweman  
Alan Blois (Vice Chair)  Mark Wright  
Tina Graves   Michael Hadjimichael  
Geoff Foster   Matt Armstrong  
Glenn Houchell   Mell Robinson   
Michala Carey   Polly Hardy  
Cllr Cyril Liddy   Ria Eustace  
Cllr Daniel Ellis   Nikki Bedford  
Julie Parker   Claire Holland  
   Owen Howell (minutes) 
   Matthew Sterling (CBC) 
   Lynn Thomas (CBC) 
   Observing:  
   Jan Sexton (TLCC) 
   Dawn Tibble (TLCC) 
   Michael Campbell (TLCC) 
   James Watson  
   Maura Broad  
 
1. Apologies and Quorum 
 
 

 
Apologies for absence were received from Cllr Mike Hogg and Dionne Philp. The 
Chair confirmed that the meeting was quorate and welcomed guests, CBC 
representatives and CBH staff.  
 

2. 
 
 

Confirmation of the minutes of the 2015 AGM 
 
The minutes from the 2015 AGM were accepted. 
 

3. 
 
 

Decision as to the Re-appointment of Board Chair  
 
Anne Grahamslaw left the meeting for this item. Cllr Nigel Chapman took the 
Chair and asked for Board to approve the re-appointment of Anne Grahamslaw 
for a second term as Chair of the CBH Board. The re-appointment was approved 
unanimously. 
 
Anne Grahamslaw re-joined the meeting. 
 

4. Approval of the Annual Report video 
 
The 2016 Annual Report video was played for the meeting. Board approved the 
video. 
 

9



5. Adoption of the Financial Accounts 
 
Matthew Sterling adopted and approved CBH’s 2015/16 Financial Statements. 
 

6. Re-appointment of External Auditors 
 
Matthew Sterling confirmed that Scrutton Bland had been re-appointed as 
external auditors to CBC and CBH. 

  
7. Confirmation of reappointment of Independent Board Member 
  
 The re-appointment of Glenn Houchell for a third term on the Board of CBH was 

noted. 
  
8. Appointment of Vice Chairs of the Board 
  
 Cllr Nigel Chapman and Alan Blois were re-elected as Vice Chairs of the Board. 
  
9. Appointment of Chairs of Committees  

 
Nominations had been received for the Chairs of the three committees. As no 
nominations had been received for Chair of the Business Opportunities Panel, 
Anne Grahamslaw was agreed as interim Chair. The following were appointed at 
the AGM: 
 
Business Opportunities Panel - Anne Grahamslaw (interim) 
Finance & Audit - Nigel Chapman 
Governance & Remuneration  - Tina Graves 
Operations - Alan Blois 

 

  
 The meeting closed at 5.38 pm. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:   7 December 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 6 
 
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 
 
 
 
 
 
 
 
 

The Strategic Risk Register was presented at the most recent Board meeting 
on 27 October 2016.  No new emerging risks were identified by the Board at 
that meeting. 
 
The Register can be found at Appendix 1. 
 
New Risks 
One new strategic risk has been identified since the last report to reflect the 
possible consequences of the Homelessness Reduction Bill which is currently 
on its journey through Parliament. A briefing for Board on the likely impact to 
CBH will take place in due course, and will be led by the Director of Housing.  
 
However, Members are to be aware that the Maytree Court Sheltered 
Scheme closure that was announced in July 2016 continues to be on the 
watch-list but at this stage remains effectively managed and will stay on the 
Housing Directorate Operational Risk Register for the time being. 
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2.5 
 
 
2.6 
 
 
 
 
 

  
Removed Risks 
No risks have been removed from the register since the last meeting. 
 
Progress on Further Actions: 
Two actions have now been completed and are highlighted on the register in 
blue. Board are also asked to note that CBC are currently concluding their 
review of the Capita Service Contract which may alter the support 
arrangements from April 2016. A verbal update will be provided at the meeting 
should there be progress since the drafting this report. All risk scores remain 
unchanged. 
 

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 explained to 
residents and 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 If the Company does not have a robust Risk Management Strategy and Action 

Plan, then progress to achieving its key goals will be impaired or prevented. 
  
9. Appendix 
  
9.1  Appendix 1 – Strategic Risk Register  

 Appendix 2 – Risk Heat Map 
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06a. Strategic Risk Register att 1.2

CBH Risk Register - 2016/17

Risk 
No Risk Name Possible Consequences Risk Type

Unmitigated 
Score Assurances

Current Score
Risk Owner Further Actions Status

Target Score Comments

CBC to review the contractual arrangements with Capita and agree a plan going 
forward from April 2017. Dec'16

2) SMARTen up user specifications from CBH to CBC and improve process of 
implementation controls. Ongoing

4) Look at alternatives to CAPITA for new business. Ongoing

1) Properly resourced initiatives.          Ongoing

4) Assessment for each project Ongoing

5) Establish a trading subsidary On-Hold

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

On-Going
Develop partnership with the DWP to make most effective use of resources On-Going

Continual Review and reforecasting of the financial position to enable efficient 
deployment of resources On-Going

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

To Review the Captial Investment Programme due to the likely funding drop from 
2018. On - Agenda

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

Develop communication and information plan Dec-16

10
Bill has achieved second reading in parliament 
with cross party support. Resources to manage 
the implications yet to be confirmed.

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

Maintaining close contact with DCLG to follow and 
comment on the implementation of the Bill.  Board will be 
briefed on the Bill and the likely consequences

15 Director of Housing

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

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

Chief Executive/Director of 
Resources

Chief Executive6 1) No surprises, no blame culture:-  Celebrate what is good -    One organisation - 
where there is a joint accountability across teams and resolve                On-Going

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

7
Impact of 
Homelessness 
Reduction Bill 

Increase in demand for housing 
options and temporary 
accommodation 

Economic/            
Reputational 15

3

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

15

912

New relationship manager arrangement in place from late 
2014 with CBC. Agreed list of prioritised works now in 
place and programme considered at Principal Liaison 
meetings

Director of Resources151

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

2

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

Reputational/    
Professional/       
Economical

Reliance on CBC's 
Contractual 
Relationship with 
CAPITA to Deliver 
CBH's IT 
Requirements -  
leads to computer 
failure to meet 
business needs 

 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

The 2017/18 Budget preparation is at its final 
stages.  A review of the Capital Investment 
Programme will be presented to Board for 
approval in December 2016.  The PSL scheme 
has now gone 'live' with it's first residents 
homed in November 2016.

12 Director of Housing

10 Director of Resources

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.  
Tenants affected by spare room subsidy reduced to 1377 
of which 307 have a reduction of 14%. Impact on non 
payment of rent is minimal.

Established regular liaison between CE and CBC Head of 
Service.  Established regular formal meetings CE CBH 
and CE CBC.  Established regular CBC/CBH Delivery 
Plan meetings.  Annual management fee budget setting 
process.  Annually agreed Delivery Plan.  Regular liaison 
with Portfolio Holder.

15

15 10

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

Management Fee reduced or cut 
and not being able to maintain 
contracted level of services.  CBH 
service delivery adversely affected 
due to financial constraints

Economic/            
Reputational

10

The Bill gained Royal Assent in May.  The 
impact is currently being assessed and an 
action plan will be developed once sufficient 
information is available.  'Pay to Stay' Policy 
will now be scrapped, as announced by 
Government in Nov 2016

Engage CBC for early discussions as to possible consequences for the social 
housing provision in the borough On-Going

CBC are concluding their review of the contract 
arrangements with Capita and the way forward 
is now subject to ICT Project Board Approval..  
The Performance Management Review has now 
been completed, with an action plan in place to 
deliver agreed changes.  

The Trading Strategy is currently being re-
drafted and is due to be presented to Board in 
early 2017.  There continues to be opportunities 
via CBC to provide professional services for 
Corporate Projects and our first project at 
Willowbrook School was very well recieved.

Increasing Confidence was identified as a key 
component of the 'future proofing' project.  The 
appointment of the new CEO, who worked for 
CBC, has further strengthen the relationship 
between the two organisations, with regular 
meetings between the Chair, both CEOs and 
Porfolio Holder now taking place.

9

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

Welfare Reform Strategic Action Group set up with key partners within CBC and CBH On-Going

4

9

6

3) Performance Management Action Plan developed for redesign of reporting and 
new structure Mar-17

Reduction in social housing due to 
RTB extension, selling vacant high 
value properties and changes in 
planning requirements

Impact of the 
Housing and 
Planning Act 2016

6

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.

DMTEconomic/            
Reputational 15 15

5

Impact of 
Government policy 
on financial viability 
of organisation

4

13
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CBH Risk Register 2016.17 - Heat Map

Current Score
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  7 December 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM:  7 
 
SUBJECT: Proposed Budgets for Housing Investment Programme 2017 – 

2018  
 
REPORT BY: Mark Wright, Director of Property Services 
    (01206) 282760   

 mark.wright@cbhomes.org.uk 
 
Matt Armstrong, Head of Asset Management 
 (01206) 506917   
 matthew.armstrong@cbhomes.org.uk 

 
FOR DECISION 
 
1. Decision Required 
  
1.1 That the draft five year Housing Revenue Account (HRA) Housing Investment 

Programme (HIP) 2017-2022 as set out at Appendix 1 be submitted to the 
Council for consideration and approval through the Council’s budget setting 
process. 

  
1.2 That the draft five year HRA Repairs and Maintenance budgets as set out at 

Appendix 1 be submitted to the Council for consideration and approval 
through the Council’s budget setting process. 

  
1.3 That the Board receive a report on the outcome of the Council’s decision in 

February / March 2017 regarding the overall budget setting decisions in 
respect of the draft submission. 

  
2. Purpose of Report  
  
2.1 Under the terms of the Management Agreement between The Council and 

Colchester Borough Homes (CBH), CBH are required to submit to the 
Council by 1 December a request for the Management Fee for the ensuing 
year.  

  
2.2 To facilitate and inform the CBH proposed Management Fee the Council are 

to notify CBH by the 31 October of the estimated budget amount for Capital 
Works and Services for the following year. Officers from CBH and the Council 
have worked closely together to ensure that the background work to enable a 
proposed HIP and the consequential Capital Services and Management Fee 
proposals has been undertaken in accordance with the Management 
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Agreement. Moreover, similar partnership working has been undertaken in 
the development of the Repairs and Maintenance budget proposals. 

  
2.3 At its meeting of 12 December 2012, the Board resolved to accept ‘in 

principle’ a five-year HIP as the framework for housing-related planned 
works, improvements, responsive and voids works and cyclical maintenance 
subject to overall budget decisions in January 2013.  

  
2.4 At the same meeting, the Board also resolved to agree to the proposed five-

year investment programme being reviewed annually in the light of available 
resources and for each annual allocation to continue to be brought to Cabinet 
as part of the overall HIP report. At its budget-setting meeting in January 
2016, the Council approved ‘in principle’ the five-year 2016-2021 HIP. The 
HIP approval included the anticipated expenditure on Repairs and 
Maintenance. At the same meeting, the 2016-17 programme was agreed in 
detail and the 2016-17 budget and supporting funding statement were 
approved. 

  
2.5 In accordance with these resolutions and the continuation of the rolling five-

year programme, this report sets out in detail the proposed 2017-18 HRA 
investment programme and the overarching 2017-2022 programme for 
consideration by the Board and, subject to any changes directed by the 
Board, submission to the Council for consideration and subsequent approval 
through the formal budget setting process. 

  
3. Background & Content 
  
3.1 The five-year HIP has been prepared in accordance with the Approved 

Council (CBC) and Colchester Borough Homes (CBH) Asset Management 
Strategy, and reflects decisions taken regarding the Sheltered 
Accommodation portfolio of assets. 

  
3.2 The draft programme reflects the impact of the introduction of what has 

become known as HRA Self-financing, which was introduced as the 
mechanism by which the HRA was to be financed following the ending of the 
HRA Subsidy Scheme by the Government at the end of March 2012. 

  
3.3 In accordance with the requirements of the introduction of the self-financing 

proposals, the Board was advised that it was necessary to prepare a thirty-
year investment plan to deliver sustainable housing stock and to establish the 
supporting borrowing and financing strategy. 

  
3.4 The proposed programme set out at Appendix 1 will be considered in the light 

of the overall thirty-year investment plan, borrowing undertaken and the 
supporting treasury management strategy agreed by the Council.  

  
3.5 As such, officers have worked very closely with Council colleagues through 

the formal Capital Monitoring Group (CMG) process in the development of 
the draft programme to ensure, insofar as is practicable, that the programme 
as constructed meets the known strategic requirements of the Council and 
the approved (either in principle or detail) funding for the five-year period 
2017-2022. 
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3.6 The Council have confirmed, that as a result of the announcements made in 

the Chancellor of the Exchequer’s Budget to Parliament on Wednesday 8 
July 2015 and reference to the proposal to decrease social housing rents by 
1% annually from 2016/17, for the following 4 years; that the projected rental 
income modelled into the existing HRA business plan over the next 30 years 
will drop by £143 million. 

  
3.7 As a result it was necessary to review the Housing Revenue Account (HRA) 

current budgets and investment plans to ensure that these can operate within 
the limits of the Business Plan and do not exceed the peak debt limit. 

  
3.8 The outcome of the review will provide the Council, as part of its budget 

setting process, alternative options on existing HRA budgets to mitigate, 
insofar as possible, the impact of the imposed reduction in income through 
these changes without detrimentally impacting services to residents in the 
Borough. 

  
3.9 The 2017- 2022 investment programme, as drafted, makes provision for the 

likely impact of the implications of the Governments Budget announcements 
in July 2015 and the implications of the Housing and Planning Act passed on 
12 May 2016; together with the necessary strategic budget choices being 
proposed to the Council as part of the HRA review and budget setting 
process referred to above. 

  
3.10 The proposed programme is also informed by the findings of the ongoing 

Sheltered Accommodation Review Group and the work of the Asset 
Management Group (AMG) and its sub-groups. 

  
3.11 The draft programme set out at Appendix 1 makes comparison with the ‘in 

principle’ approved five-year programme (2016-2022).  
  
3.12 It is important to note that all figures quoted for Capital Investment are shown 

at April 2015 prices and have been inflated only where a current contractual 
obligation exists. All remaining costs including Revenue repairs have 
remained at 2015/16 levels to ensure inflation overall is in line with the thirty-
year HRA Business plan assumptions and are net of Leaseholder income.  

  
3.13 The overall HIP (Capital and Revenue) proposed for 2017-18 has changed 

considerably from the programme approved in principle for the same period 
in January 2016 

  
3.14 The draft HIP shown at Appendix 1 shows the changes in detail between the 

approved ‘in principle’ and proposed programme, however the major 
variations are highlighted for the Board as follows: 

  
 • A reduction in spend in 2016/17 of £700k and a further reduction in 

spend of £1million per annum to create a Housing and Planning Act 
Contingency. The current year reduction has been shown as a carry 
forward spread out over the 2017/22 programme. This has been 
created to offset the impact of the introduction of the levy on Councils 
with HRA accounts to support the extension of Right To Buy to 
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Housing Association Tenants. The Government envisages that the 
levy will be covered through the sale of higher value Council properties 
when they become empty at tenancy change. However, as at the date 
of writing this report no specific details of the scale of the levy for 
Colchester has been announced. This is despite government 
insistence that this will be effective for the 2017/18 financial year. The 
contingency has been created to reflect local housing need and to 
provide options to CBC to fund the levy. 

  
 • The reduced investment programme has focussed upon maintaining the 

quality of the dwellings at the expense of the general estate and non- 
essential enhancements.   

  
 • The Sheltered Housing Investment Programme has been adjusted to 

reflect the prudent decision to defer commitment to higher value 
investment programmes until the impact of the legislative changes can be 
remodelled, through the HRA Business Plan, as part of the Housing 
Futures programme, as set out earlier in the report. 
 

• The Revenue overheads (covered by management fee) have been 
reduced by 5% (after allowed salary inflation) which reflects the in-year 
(2016/17) reductions made to meet the budget reported to the Board in 
January 2016; whilst direct spending on repairs work has remained 
unaffected. (This does of course create tensions in the ability to attract and 
maintain a directly employed workforce in a volatile market).    

  
3.15 The anticipated impact of the changes, as a result of the necessary 

responses to the changing legislative framework affecting social housing, 
have a greater impact in the latter years of the programme. This shows an 
overall reduction of some £5.69 million in spend during 2017/18 to 2021/22 in 
the proposed programme, compared to the ‘in principle’ programme for the 
same period approved in January 2016.  

  
3.16 Board Members are asked to note that the proposed budgets set out at 

Appendix 1 show the staff costs, including overheads, as a fee to cover the 
anticipated costs of professional, supervisory, administrative and managerial 
staff necessary to deliver the proposed programme. This being an annually 
agreed figure as set out  under the terms of Schedules 3 (responsive and 
cyclical repairs) and 6 (planned investment programme) of the Management 
Agreement and these costs will be paid to CBH, as part of the management 
fee paid to CBH by the Council. 

  
3.17 Board Members are also asked to note that the Revenue Repairs and 

Maintenance budgets for works will similarly be paid to CBH as part of the 
Management Fee and will be ring-fenced by the Council for this purpose. 

  
3.18 Overall, the proposed five-year programme is aligned with the thirty-year 

HRA investment programme, amended to reflect the legislative changes set 
out above and the majority of other changes reflect either newly-arising need 
to be funded outside of the thirty-year investment plan or the timing of 
investment, such as bringing forward capital investment to reduce revenue 
expenditure in future years of the programme. 
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3.19 Subject to the approval of the draft programme shown at Appendix 1 as 

amended by the Board, the ‘in principle’ draft five-year HIP for 2017-2022 
and the detailed 2017-18 programme will be submitted to the Council for 
consideration and approval. 

  
3.20 Officers of the Council will, as part of the budget-setting process, submit the 

HIP and supporting funding statement to Cabinet in January 2016 for 
approval.  

  
3.21 Once this has been agreed by the Council, and the necessary call-in period 

expired, the Council will instruct CBH to execute the 2017-18 HIP. Officers 
will then prepare a report for consideration at the Board meeting immediately 
following the Cabinet meeting, advising Board Members of the outcome.    

  
4. Risk Management 
  
4.1 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 

  
4.2 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. 

  
5. HR Implications 
  
5.1 The anticipated outcome from the agreement of the recommendations of the 

report will be a requirement to undertake recruitment changes in the short 
and medium term to reflect the needs of the service. 

  
6. Legal Implications 
  
6.1 None arising directly from the recommendations set out in the report. 
  
7. Financial Implications 
  
7.1 This report addresses matters principally related to both revenue and capital 

budget provision and, as such, the financial implications are set out in the 
report. 

  
7.2 The proposed ‘in principle’ five-year programme 2017-2022 and the 2017-18 

programme in detail, are in line with the thirty-year HRA business plan 
expectations, amended to reflect changes made in year to reflect the 
implications of legislative change as set out in the body of the report. 

  
8. Value for Money 
  
8.1 Pressures on investment have increased as a result of changes to the HRA 

Business Plan as set out in the report. However, remodelling and appropriate 
application of best principles through the Asset Management Strategy have 
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identified options to increase income and reduce investment without 
materially affecting services to residents, or the value of the housing assets. 
Through a programme of continuous service review, technological 
investment, outsourcing, official procurement and attracting new business, 
the service has met the challenges presented by the changes in policy, a 
reducing management fee, built in savings targets and the upward pressures 
of the wider construction industry. 

  
9. Health & Safety Implications 
  
9.1 There are no health & safety implications arising directly from the 

recommendations set out in the report. 
  
10. Equality & Diversity Implications 
  
10.1 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. 

  
10.2 The generic Equality Impact Assessment for the Decent Homes programme 

and the five-year Investment programme is available on the CBC website. 
  
11. Residents at the Heart 
  
11.1 Tenant and Leaseholder representatives have reviewed the Asset 

Management Strategy and the Housing Investment Programme through the 
Task and Finish Group process of the Tenants and Leaseholders 
Consultative Committee (TLCC) and have played an integral role in the 
development of the strategic approach. 

  
11.2 The proposed Capital Investment programme has been drawn up with due 

regard to, wherever possible, meeting the aims and aspirations of residents.  
The views of individual tenants were gathered through a Housing Investment 
Survey, the results of which were considered by the Board and the Council 
prior to setting the programme in 2011. The results of this survey remain 
relevant as demonstrated by customer feedback, where investment in homes 
and repairs remain at the top of tenants concerns. 

  
11.3 The proposed programme makes allowance for the refurbishment of the 

sheltered housing stock, to more readily reflect the views of residents 
regarding the current level of suitability being offered by this stock and to 
enable it to meet the future needs of residents. 

  
12. Appendices 
  
12.1 Appendix 1 – Proposed Programme 
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V4. 07.11.16 1.170
Capital Programme 2017 - 2022 Original Proposed Savings Original Proposed Savings Original Proposed Savings Original Proposed Savings Proposed Original Proposed

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

 '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 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 0.721 0.600 0.121 0.721 0.575 0.146 0.721 0.400 0.321 0.721 0.350 0.371 0.350 3.641 2.275
Emergency Capital 0.200 0.200 0.100 0.103 0.575 0.575 0.373 0.202 0.575 0.339 0.236 0.575 0.301 0.274 0.575 0.300 0.275 0.301 2.875 1.614
HHSRS 0.100 0.110 0.110 0.090 0.020 0.110 0.070 0.040 0.110 0.050 0.060 0.110 0.050 0.060 0.050 0.550 0.310
Roof - Flat 0.100 0.400 0.100 0.103 0.050 0.100 0.000 0.100 0.100 0.225 -0.125 0.100 0.000 0.100 0.100 0.000 0.100 0.175 0.550 0.400
Roof - Pitched 0.000 0.100 0.300 0.000 0.100 0.250 0.000 0.250 0.250 0.525 -0.275 0.250 0.000 0.250 0.250 0.000 0.250 0.350 1.100 0.875
Structural 0.250 0.250 0.250 0.200 0.150 0.150 0.130 0.020 0.150 0.130 0.020 0.150 0.130 0.020 0.150 0.130 0.020 0.130 0.750 0.650
Windows & Doors 0.300 0.500 0.500 0.900 0.546 0.460 0.384 0.076 0.250 0.330 -0.080 0.250 0.314 -0.064 0.210 0.508 -0.298 1.637 2.807 3.173
Dutch Quarter Windows & Doors 0.430 1.170 1.170 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 1.170 1.170
Kitchens 0.500 0.200 0.300 0.300 0.410 0.490 0.650 -0.160 1.000 1.080 -0.080 0.850 1.058 -0.208 0.650 0.864 -0.214 0.340 3.400 3.992
Heating 0.700 1.000 1.000 0.700 0.756 0.960 1.050 -0.090 1.450 1.364 0.086 1.350 1.313 0.037 0.950 1.196 -0.246 0.474 5.466 5.397
Re-wires 0.400 0.400 0.700 0.600 0.578 0.880 0.831 0.049 0.570 0.474 0.096 0.470 0.463 0.007 0.900 0.619 0.281 0.347 3.398 2.734
Asbestos, Legionella and Fire Safety 0.200 0.200 0.600 1.000 0.800 0.800 0.450 0.350 0.600 0.400 0.200 0.600 0.300 0.300 0.300 0.300 0.000 0.300 3.100 1.750
External Replacements 0.300 1.000 1.300 2.690 0.630 0.500 0.500 0.000 0.500 0.500 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 1.000 1.000
Bathrooms 1.700 1.000 1.000 0.400 0.105 0.100 0.100 0.000 0.400 0.371 0.029 0.450 0.417 0.033 0.580 0.610 -0.030 0.380 1.635 1.878
Estate and Boundaries 0.100 0.100 0.300 0.200 0.225 0.225 0.175 0.050 0.225 0.135 0.090 0.225 0.150 0.075 0.225 0.146 0.079 0.300 1.125 0.906
Highways 0.150 0.200 0.200 0.200 0.000 0.200 0.200 0.000 0.200 0.200 0.000 0.200 0.200 0.000 0.200 1.000 1.000
Door Entry Systems 0.000 0.200 0.100 0.100 0.200 0.200 0.100 0.100 0.200 0.100 0.100 0.200 0.100 0.100 0.200 0.100 0.100 0.100 1.000 0.500
Block lighting 0.050 0.050 0.000 0.050 0.050 0.000 0.050 0.050 0.000 0.050 0.050 0.000 0.050 0.000 0.250 0.000
Sheltered Works 0.200 0.200 0.200 0.155 0.045 0.200 0.130 0.070 0.200 0.130 0.070 0.200 0.155 0.045 0.155 1.000 0.725
Stock Condition Surveys 0.100 0.100 0.100 0.103 0.103 0.103 0.099 0.003 0.103 0.099 0.003 0.103 0.099 0.003 0.103 0.099 0.003 0.099 0.513 0.495
Green Fund 0.000 0.040 0.041 0.041 0.041 0.041 0.000 0.041 0.041 0.000 0.000 0.041 -0.041 0.000 0.041 -0.041 0.041 0.123 0.205
Contingency 0.100 0.100 0.100 0.150 0.150 0.150 0.070 0.080 0.150 0.130 0.020 0.150 0.090 0.060 0.150 0.090 0.060 0.100 0.750 0.480
TOTAL 5.650 6.450 7.490 8.756 7.165 8.435 7.168 1.267 7.845 7.218 0.627 7.004 5.555 1.448 6.624 5.758 0.865 5.829 37.202 31.529
Contractor Total (Shaded) 4.300 3.800 3.000 2.00 1.848 2.430 2.631 -0.201 3.420 3.289 0.131 3.120 3.250 -0.130 3.080 3.290 -0.210 1.541 13.898 14.001
Budget available per contractor (/2) 2.15 1.9 1.5 1.00 0.924 1.215 1.316 -0.101 1.710 1.645 0.065 1.560 1.625 -0.065 1.540 1.645 -0.105 0.771 6.949 7.000

Sheltered Review
Enoch 0.000 0.245 0.245 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.245 0.245
Sheltered Refurbishment, lifts & Lighting 0.13 1.3 2 1.60 2.200 1.250 0.362 0.888 0.800 0.988 -0.188 0.000 0.800 -0.800 0.000 0.000 0.000 0.000 2.150 2.150
Sheltered Heating 0 0.5 0.1 0.40 0.200 0.250 0.060 0.190 0.200 0.190 0.010 0.000 0.200 -0.200 0.000 0.000 0.000 0.000 0.450 0.450

0.100 0.100
Garage Review
Refurbishment 0.2 0.5 0.25 0.250 0.250 0.325 -0.075 0.250 0.000 0.250 0.250 0.600 -0.350 0.250 0.000 0.250 0.325 1.250 1.250

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 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 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000

Sub Total 5.78 8.5 10.19 11.246 9.915 10.430 8.160 2.270 9.095 8.396 0.699 7.254 7.155 0.098 6.874 5.758 1.115 6.154 41.297 35.624

Aids & Adaptations 0.5 0.5 0.5 0.21 0.210 0.210 0.210 0.000 0.210 0.210 0.000 0.210 0.210 0.000 0.210 0.210 0.000 0.210 1.050 1.050
0.31 0.326 0.310 0.310 0.000 0.310 0.310 0.000 0.310 0.310 0.000 0.310 0.310 0.000 0.310 1.566 1.550

Housing and Plannning Act Contingency 1.140 1.140 1.140 1.140 1.140
Capital Overhead 0.9 1.1 1.26 1.37 1.309 1.309 1.328 -0.019 1.309 1.328 -0.019 1.309 1.328 -0.019 1.309 1.328 -0.019 1.328 6.640 6.640

TOTAL 7.18 10.1 11.95 13.13 11.759 12.259 11.148 2.250 10.924 11.384 0.679 9.083 10.143 0.08 8.703 8.746 1.10 9.142 50.552 44.864

Revenue Programme 2017 - 2022 Original Proposed Savings Original Proposed Savings Original Proposed Savings Original Proposed Savings Proposed Original Proposed
Year 1 Year 1 Var +/- Year 2 Year 2 Var +/- Year 3 Year 3 Var +/- Year 4 Year 4 Var +/- Year 5 Total Total

Work Programme 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2017/18 2017/18 2018/19 2018/19 2018/19 2019/20 2019/20 2019/20 2020/21 2020/21 2020/21 2021/22 2017/22 2017/22
 '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 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 2.158 2.258 -0.101 2.158 2.258 -0.101 2.158 2.258 -0.101 2.158 2.258 -0.101 2.258 10.788 11.290
Revenue Voids CBH 1.100 1.100 1.110 1.138 0.400 0.400 0.350 0.050 0.400 0.350 0.050 0.400 0.350 0.050 0.400 0.350 0.050 0.350 2.000 1.750
Revenue Voids CBC 0.630 0.600 0.550 0.050 0.600 0.550 0.050 0.600 0.550 0.050 0.600 0.550 0.050 0.550 3.030 2.750
Gas Servicing 0.600 0.600 0.640 0.757 0.840 0.800 0.680 0.120 0.800 0.680 0.120 0.800 0.680 0.120 0.800 0.680 0.120 0.680 4.040 3.400
Servicing Contracts 0.200 0.300 0.300 0.205 0.205 0.205 0.280 -0.075 0.205 0.280 -0.075 0.205 0.280 -0.075 0.205 0.280 -0.075 0.280 1.100 1.400
External / Internal Painting 0.600 0.200 0.300 0.200 0.200 0.200 0.200 0.000 0.200 0.200 0.000 0.200 0.450 -0.250 0.200 0.450 -0.250 0.450 1.000 1.750
Customer Services Overhead 0.140 0.140 0.020 0.021 0.021 0.021 0.021 0.000 0.021 0.021 0.000 0.021 0.021 0.000 0.021 0.021 0.000 0.021 0.103 0.103
Fencing 0.150 0.150 0.154 0.154 0.154 0.235 -0.081 0.154 0.235 -0.081 0.154 0.235 -0.081 0.154 0.235 -0.081 0.235 0.769 1.175
Garages (Revenue) 0.100 0.100 0.040 0.040 0.040 0.040 0.000 0.040 0.040 0.000 0.040 0.040 0.000 0.040 0.040 0.000 0.040 0.200 0.200
Sewage Plant Repairs 0.015 0.015 0.010 0.005 0.015 0.010 0.005 0.015 0.010 0.005 0.015 0.010 0.005 0.010 0.075 0.050
External Servicing 0.080 0.080 0.080 0.065 0.015 0.080 0.065 0.015 0.080 0.065 0.015 0.080 0.065 0.015 0.065 0.400 0.325
Total 4.5 4.49 4.62 4.67 4.742 4.672 4.689 -0.017 4.672 4.689 -0.017 4.672 4.939 -0.267 4.672 4.939 -0.267 4.939 23.504 24.193

Total Capital & Revenue Budget 11.68 14.59 16.57 17.80 16.501 16.930 15.837 1.094 15.595 16.073 -0.477 13.754 15.082 -1.328 13.374 13.685 -0.310 14.081 74.056 69.056

Asset Management Strategy Cost Tables 2017 - 2022 Item 7 Appendix 1
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  7 December 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 8 
 
SUBJECT:  Medium Term Delivery Plan 2017/18 Priorities 
 
REPORT BY: Gerardine Murphy, Service Development Manager 
    (01206) 282826   
    gerardine.murphy@cbhomes.org.uk 
 
 
FOR DECISION 
 
1. Decisions Required 
  
1.1 The Board is invited to agree to an extension to the Medium Term Delivery 

Plan 2014-17 to cover 2017/18, and to agree the Delivery Plan priorities for 
2017/18. 

  
2. Purpose of Report  
  
2.1 Under the management agreement there is a requirement for CBH to 

produce a Medium Term Delivery Plan (Delivery Plan). The Delivery Plan 
plays a central role in the company’s corporate planning and review cycle, 
and covers:  
 

• CBH’s key priorities 
• Headline projects and work streams. 
• The financial resources required to provide the level of service being 

proposed. 
• A selection of performance indicator targets chosen to reflect key 

priorities. 
 

2.2 The current Delivery Plan was put in place shortly after the new CBH-CBC 
management agreement was signed in 2013, and covers the 2014-17 period. 
The management agreement states that the following elements of the plan 
are reviewed annually: 
 

• Resource plan, including staffing requirements. 
• Finance plan, including delegated budgets. 
• Performance plan, including any agreed outcomes and performance 

indicators. 
 

However, the priorities and headline workstreams have not been reviewed 
during the lifetime of the plan. 
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3. Approach for 2017/18 
  
3.1 There are a number of significant uncertainties in the current national and 

local context whose impact is as yet unpredictable, including the sale of high 
value assets, the government’s approach to rent setting beyond 2020 and 
the full impact of Universal Credit, The Council’s HRA Business Plan will 
need to be remodelled to reflect falling revenues and stock numbers, and this 
will necessarily be based on a number of assumptions. In addition, with a 
new Chief Executive in post working together with the Board to set out the 
strategic direction for the coming years, it was felt that it would be more 
appropriate to take an evolutionary approach rather than setting out an 
entirely new plan at this stage. For these reasons, the proposal is to extend 
the current plan for a year and begin the process of setting out our longer 
term direction of travel during the year to come, resulting in a new plan from 
2018/19. 

  
  
4. Strategic priorities & headline workstreams 
  
4.1 Taking the current priorities and workstreams as a starting point, the draft 

incorporates the following changes: 
 

• Reworked to reflect the revised budgetary position following on from 
HRA remodelling (e.g. changes to sheltered housing review) 

• Actions which have been completed or are no longer relevant 
removed (e.g. Registered Provider status, providing a budget for 
wellbeing, Help bring empty private sector homes back into use) 

• Outputs from the Board away day, CBH/CBC away day, SMT/DMT 
session, STAR survey reflected where appropriate 

• Dedicated section created for customers (e.g. resident involvement & 
insight, accessible services etc. – previously spread throughout 
document) 

• Dedicated section created for corporate asset management 
• A number of actions merged or expanded 
• A number of headings added which were not adequately covered in 

the previous list of priorities (e.g. delivery of sheltered housing 
services, leaseholder services, management of temporary 
accommodation, health & safety) 

• Headings updated to mirror the CBC Housing Strategy 2015-20.  The 
current version was based on what was the draft housing strategy in 
2013. 

• Actions from the Housing Strategy moved under relevant headings (if 
different) 

• Actions added from the Housing Strategy 
• Reworded where appropriate to more closely reflect the Housing 

Strategy. 
 

5. Timetable and progress  
  
5.1 In April and May we carried out the Survey of Tenants and Residents (STAR) 

and asked tenants and leaseholders what their priorities were for homes and 
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services (see paragraph 12.2). 
 

5.2 CBH and CBC officers held an away day in April 2016 to discuss current and 
future challenges. A number of actions arose from this which are reflected in 
the plan. The draft priorities were also shared at the CBC/CBH Principal 
Liaison meeting on 30 November. 

  
5.3 
 
 
 
5.4 
 

The Board met to discuss and agree on its priorities for the coming year at its 
away day in September. The outcomes were noted and taken into account in 
the current draft.  
 
In October the Housing Portfolio Holder agreed to the proposed approach, 
and the draft priorities have since been shared with her.  

  
5.5 In November, the Senior Management Team and Directors Management 

Team held a session to review the proposed priorities. 
  
6. Next steps 
  
6.1 Once the Board has agreed its priorities for the year, they will be 

incorporated into the draft Delivery Plan 2017/18. 
  
6.2 The selection of key performance indicators will be reviewed to reflect the 

year’s priorities, and these will be presented to the Operations Committee in 
February 2017. 

  
6.3 The final draft of the Delivery Plan will be presented to the Board in February 

2017. Once agreed by the Board, the Delivery Plan will be submitted to CBC 
to request their approval in line with the management agreement.  

  
7. Risk Management 
  
7.1 The Delivery Plan covers a number of areas which may be affected by 

external factors, such as rent reductions and the phasing in of Universal 
Credit. Work is underway to ensure risk is minimised in these areas and the 
Board will be kept appraised of this on a project-by-project basis. Quarterly 
progress reports on Delivery Plan are made to the Operations Committee. 

  
7.2 Available resources and budgets have been taken into account in the 

proposed targets. Some services are not delivered directly by CBH, for 
example front-line Customer Services and former tenant arrears collection. 
The attendant risk will be mitigated via the provisions of service level 
agreements (SLAs) between CBC and CBH and service levels are be closely 
monitored.  

  
8. HR Implications 
  
8.1 There are no specific HR implications to this report. 
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9. Legal Implications 
  
9.1 There are no specific legal implications to this report. 
  
10. Financial Implications 
  
10.1 2017/18 budgets are being discussed with CBC to ensure that any 

workstreams CBH commits to can be delivered within the available 
resources. CBH’s management fee will be agreed by the CBC Cabinet in 
January 2017.  

  
11. Value for Money 
  
11.1 Better value for money continues to be one of the key outcomes listed in the 

Medium Term Delivery Plan priorities and a number of work streams have 
been listed to support us in this, including maximising income, improving our 
use of technology, redesigning working practices and reviewing office 
accommodation. 
 

12. Health & Safety Implications 
  
12.1 There are no specific health & safety implications to this report. 
  
13. Equality & Diversity Implications 
  
13.1 The priorities listed reaffirm our commitment to achieving our equality 

objectives, including an ambition to achieve the Social Housing Equality 
Framework accreditation during the year. 

  
14. Residents at the Heart 
  
14.1 The STAR survey 2016 showed that the top tenant priorities for investing in 

homes were 
1. Repairs and maintenance 
2. Making homes more energy efficient (for general needs; 3rd place for 

sheltered tenants) 
3. Clean and safe communal areas (for general needs; 2nd place for 

sheltered tenants).  
 
Top priorities for investing in services were: 

1. Tackling antisocial behaviour 
2. Support and advice on claiming benefits and paying rent 
3. Improving customer communication. 

 
Overall satisfaction levels were most closely correlated with satisfaction in 
the following areas (in order of importance): 

1. Quality of home  
2. Repairs and maintenance overall  
3. Enquiries generally  

  
 These have been taken into account in the draft priorities. 
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14.2 This report and the draft priorities were considered by the TLCC at their 
meeting on 29 November. Members of the group made a number of 
suggestions for how we could achieve the priorities, and these will be fed 
back to the senior team for consideration in the 2017/18 service planning 
process. 

  
15. 
 

Decision Required? 
 

15.1 
 

Yes 

16. Appendix  
  
16.1 The following document is appended to this report: 

 
• Medium Term Delivery Plan draft priorities 2017/18.  
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Item 8 Appendix 1 

Medium Term Delivery Plan 2017-18 Draft Priorities 
 
Key: 
Completed 
No longer required by CBC 
 

2017/18 2014-17 

1 Maximise the supply of housing 
to meet local needs 

1 Maximise the supply of housing to 
meet local needs 

Key outcomes 
• Better access to homes of different 

tenures 

Key outcomes 
• Increased supply of homes 
• New social housing in the borough 
• Better access to private rented sector 

• Assist the Council in identifying medium 
term strategic options for the stock 

• Support the Council in reviewing the HRA 
Business Plan to ensure long-term 
sustainability 

• Support the Council in its housing 
development strategy 

• Develop leasing options to increase supply 
of accommodation 

• Improve access to the private rented 
sector for those facing barriers 

• Review sheltered housing strategy 

• Assist the Council in developing new 
homes 

• Enhance housing development skills 
• Work proactively with private sector 

landlords 
• Develop leasing options to increase supply 

of permanent and temporary 
accommodation 

• Explore with the Council the opportunity 
to become a Registered Provider 
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2 Work with partners and residents 
to create mixed and sustainable 
communities which are 
economically, environmentally and 
socially healthy and resilient 

2 Work with partners and residents 
to create mixed and sustainable 
communities 

Key outcomes 
• Reduced levels of antisocial behaviour 
• Increased community involvement 

Key outcomes 
• Reduced levels of antisocial behaviour 
• Increased community involvement 

• Offer a range of sanctions, interventions 
and initiatives to challenge antisocial 
behaviour and provide support to 
witnesses and victims  

• Improve the external environment within 
our housing estates 

• Work in partnership with residents, the 
voluntary sector and community 
organisations to support sustainable 
communities  

• Improve information, access and support 
to wider local services 

• Develop partnerships with residents, the 
voluntary sector, community 
organisations and wider local services 

• Provide grant funding and sponsorship to 
other organisations e.g.  local charities 
and community enterprises 

• Work with the local voluntary sector to 
create or sponsor a community 
development charity promoting social and 
economic wellbeing 

• Work in partnership with others to 
improve access to wider local services 

• Develop an estate management strategy 
for the external environment within our 
housing estates (e.g.  grounds 
maintenance, estate furniture, boundary 
walls, lighting, signage) 

• Challenge antisocial behaviour and use 
appropriate sanctions against those who 
cause a nuisance 

• Work with others to offer a range of 
interventions to help people change their 
behaviour 

• Provide support to witnesses and victims 
of antisocial behaviour 
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2017/18 2014-17 

3 Prevent homelessness and rough 
sleeping 

3 Prevent homelessness and rough 
sleeping 

Key outcomes 
• Increased supply of accommodation 

to prevent homelessness 
• Reduced homelessness through early 

intervention and education 
• Better enforcement and support 

Key outcomes 
• Increased supply of accommodation 

to prevent homelessness 
• Reduced homelessness through early 

intervention and education 
• Better enforcement and support 

• Minimise use of bed & breakfast 
accommodation 

• Manage temporary accommodation on 
behalf of CBC 

• Ensure adequate supply and quality of 
temporary accommodation within 
Colchester 

• Work with local organisations to deliver 
housing pathways 

• Minimise the impact of welfare reform on 
customers 

• Use a range of interventions & initiatives 
to sustain tenancies and prevent 
homelessness 

• Develop partnerships to reduce rough 
sleeping 

• Provide education and training to manage 
the expectation and perception of housing 
options 

• Work with others to improve the health 
and wellbeing of homeless people 

• Work in partnership to deliver the local 
homelessness strategy 

• Work towards achieving Homelessness 
Gold Standard 

• Implement provisions of Homelessness 
Reduction Act 

• Reduce use of bed and breakfast 
accommodation 

• Ensure adequate supply of temporary 
accommodation within Colchester 

• Work with the Police, Colchester Garrison 
and other local organisations to deliver 
housing pathways 

• Prevent homelessness by sustaining 
tenancies 

• Reduce rough sleeping 
• Provide education and training to manage 

the expectation and perception of housing 
options 

• Improve the health and wellbeing of 
homeless people 

• Closer working partnership with external 
agencies on local homelessness strategy 

• Achieve Homelessness Gold Standard 
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2017/18 2014-17 

4 Improve the life chances of 
Colchester’s residents including their 
health and wellbeing 

4 Improve the life chances of 
Colchester’s residents 

Key outcomes 
• Improved health, social, environmental 

and economic wellbeing 
• More involvement in community 

activities for residents 

Key outcomes 
• Improved health, social, environmental 

and economic wellbeing 
• More involvement in community 

activities for residents 
• Consider how to improve the health & 

wellbeing of Colchester residents through 
greater integration of housing, health and 
social care services 

• Provide holistic solutions for residents 
with complex needs 

• Provide a range of activities for residents 
of sheltered housing 

• Promote healthy living in partnership with 
others 

• Support fuel poverty initiatives (energy 
saving advice, Big Community Switch etc.)  

• Promote and facilitate financial inclusion 
• Promote and facilitate digital inclusion 
• Develop education, employment and 

training opportunities for Council tenants 
and other residents 

• Help vulnerable people to manage their 
homes and access support 

• Provide holistic solutions for residents with 
complex needs 

• Minimise the impact of welfare reform on 
customers 

• Promote healthy living in partnership with 
health services 

• Support fuel poverty initiatives (energy 
saving advice, Big Community Switch etc.) 

• Promote and facilitate financial inclusion 
• Promote digital inclusion 
• Develop education, employment and 

training opportunities for Council tenants 
and other residents 

• Help vulnerable people to manage their 
homes 
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2017/18 2014-17 

5 Work with customers to enable them 
to make informed choices about their 
housing options 

5 Work with customers to enable 
them to make informed housing 
choices 

• Improved housing mobility 
• Better tenancy sustainment 
• High quality housing options information 

and advice 

• Improved housing mobility 
• Better tenancy sustainment 
• High quality housing options information 

and advice 
• Ensure staff are trained to help residents 

make informed choices about their 
housing 

• Increase housing options in the private 
rented sector by encouraging, supporting 
and incentivising private landlords 

• Promote opportunity to staircase out of 
Social housing 

• Promote available housing options, 
including the opportunity to staircase out 
of social housing 

• Inform tenants & applicants about changes 
to tenancy e.g. fixed term tenancies 

• Develop local access points for housing 
options 

• Promote opportunities to move between 
tenures 

• Train staff to help residents make informed 
choices about their housing 

• Develop tenant support outcomes 
• Provide accessible self-service options 

6 Make the best use of existing homes 6 Make the best use of homes in 
Colchester 

• Best use of the Council’s housing stock 
• Creative solutions to maximise use of 

housing 

• Fewer empty homes in the borough 
• Best use of the Council’s housing stock 
• Creative solutions to maximise use of 

housing 
• Maximise the use of council homes and 

reduce underoccupation 
• Tackle tenancy fraud 
• Explore options to make best use of 

council housing stock 
• Reduce levels of overcrowding in 

affordable housing by promoting mutual 
exchanges 

• Reduce the time council homes are empty 
• Help bring empty private sector homes 

back into use 
• Reduce underoccupation in council homes 
• Tackle tenancy fraud 
• Explore options to make best use of 

council housing stock 
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2017/18 2014-17 

7 Work to ensure that existing and 
new homes are healthy, safe and 
energy efficient  

7 Provide healthy, safe and energy 
efficient homes 

Key outcomes 
• High quality homes 
• Effective repairs service 
• Increased energy efficiency across the 

Council’s stock 
• Healthy, safe and secure 

accommodation 
• Built environment which supports good 

health 

Key outcomes 
• High quality homes 
• Effective repairs service 
• Increased energy efficiency across the 

Council’s stock 
• Healthy, safe and secure 

accommodation 
• Built environment which supports good 

health 
• Deliver repairs and improvements right 

first time 
• Improve communications around repairs 
• Review and update 30-year asset 

management strategy in line with HRA 
Business Plan 

• Improve the energy efficiency of the 
Council’s housing 

• Secure more funding to deliver green 
improvements to stock 

• Deliver environmental projects 
• Keep communal areas clean and safe 
• Progress the sheltered housing review 

and improve sheltered housing to the 
Colchester Standard 

• Secure more funding to deliver green 
improvements to stock 

• Improve sheltered housing to the 
Colchester Standard 

• Deliver repairs and improvements right 
first time 

• Review and update 30-year asset 
management strategy in line with HRA 
business plan 

• Implement and review five-year 
investment plan 

• Meet environmental targets for homes 
• Ensure leaseholders have a gas check each 

year 
• Offer energy efficiency packages and other 

services to leaseholders 
• Keep communal areas clean and safe 
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2017/18 2014-17 

8 Ensure that housing and related 
services meet a range of specialist 
needs 

8 Ensure that housing and related 
services meet a range of specialist 
needs 

Key outcomes 
• Support for vulnerable groups 
• Better access to services 

Key outcomes 
• More support for vulnerable groups 
• Better access to services 

• Work with supported housing providers to 
maximise tenancy sustainment 

• Develop relationships with partners to 
identify vulnerable residents 

• Work in partnership with others to 
support those alcohol & drug abuse issues, 
mental health issues & learning disabilities 

• Support vulnerable tenants 
• Be proactive in achieving our equality 

objectives 
• Achieve Social Housing Equality 

Framework accreditation 

• Progress the sheltered housing review 
• Work with supported housing providers to 

maximise tenancy sustainment 
• Develop relationship with partners to 

identify vulnerable residents 
• Improve knowledge about our customers 
• Change how we deliver services to meet 

needs of customers 
• Develop alcohol and drug abuse 

interventions 
• Develop more supported housing for 

residents with mental health issues and 
learning disabilities 

• Provide a health and wellbeing budget for 
sheltered housing and temporary 
accommodation 

• Increase resources to support vulnerable 
tenants 

• Explore synergies between the Disabled 
Facilities Grants and Adaptations services 

• Provide caretaking service for sheltered 
and temporary accommodation 

• Be proactive in achieving our equality 
objectives through the equality and 
diversity action plan 

• Increase use of assistive technologies for 
Council tenants (e.g.  telecare, telehealth) 
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2017/18 2014-17 

9 Manage and improve the Council’s 
corporate assets 

 

Key outcomes 
High quality management of 
corporate facilities 

• Successfully manage the Council’s 
corporate facilities 

• Support the Council’s Estates team 
with the development and delivery of 
the Council’s Corporate Asset 
Management Plan. 

• Build on existing internal resources to 
deliver an efficient and effective 
corporate responsive repairs service. 

• Be the Council’s preferred building 
consultant for the delivery of capital 
refurbishment, carbon management 
and regeneration projects. 

 

10 Ensure customers are at the heart 
of everything we do 

 

Key outcomes 
Increased customer satisfaction 

• Build on customer engagement, feedback 
and tenant scrutiny 

• Use customer insight to inform decision-
making 

• Improve customer communication 
• Ensure our services are readily accessible 

to customers 
• Improve knowledge about our customers 
• Change how we deliver services to meet 

needs of customers 
• Provide high quality leaseholder services 
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2017/18 2014-17 

11 Make the most of resources and 
opportunities  

9 Make the most of resources and 
opportunities 

Key outcomes 
• Improved range, scope and quality of 

services 
• Better value for money 
• An organisation fit for the future 

Key outcomes 
• Increased customer satisfaction 
• Improved range, scope and quality of 

services 
• Better value for money 
• An organisation fit for the future 

• Incorporate changes to the legislative 
and regulatory framework, e.g. Housing 
& Planning Act 

• Maximise income collection to support 
the housing service 

• Expand trading opportunities and 
generate additional income 

• Ensure organisational structures are fit 
for purpose 

• Support a culture of performance and 
value for money 

• Improve our use of technology 
• Review working practices and redesign 

services to achieve efficiencies 
• Review office accommodation to ensure 

value for money 
• Implement best practice in governance & 

risk management 
• Ensure we have the skills to deliver and 

develop services 
• Ensure high quality health & safety 

management 
• Make CBH a better place to work by 

implementing best practice in human 
resources & organisational development 

• Develop links with wider housing sector, 
e.g. The Housing Forum, National 
Federation of ALMOs etc. 

• Build on customer engagement, feedback 
and tenant scrutiny 

• Improve customer communication 
around repairs and other services 

• Ensure our services are readily accessible 
to customers 

• Expand trading opportunities and 
generate income by implementing the 
trading strategy 

• Implement a new Value for Money 
strategy 

• Redesign services to achieve efficiencies 
and improve our use of technology 

• Achieve reaccreditations, e.g.  ISO9001 
and ISO14001, and obtain new ones e.g.  
Investors in People silver, ISO18001 
Health and Safety 

• Explore new models e.g.  charitable 
subsidiary, trading subsidiary 

• Minimise the impact of welfare reform on 
income for the housing service 

• Implement best practice in governance, 
including recommendations from 2013 
governance review 

• Implement human resources and 
organisational development strategies 

 

08a. Medium Term Delivery Plan priorities 2017-18 - December 2016     9 
39



40



REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  7 December 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 9  
 
SUBJECT:  Complaints Policy  
 
REPORT BY: Karen Loweman, Director of Housing  
    (01206) 282805 
    karen.loweman@cbhomes.org.uk 
 
FOR DECISION  
 
1. Decision Required 
 
1.1 

 
To agree the updated Complaints Policy for Colchester Borough Homes. 

  
2. Purpose of Report  
  
2.1 
 
 
 
2.2 
 
 
2.3 

Local resolution of complaints is important for Colchester Borough Homes. We want 
to make sure that we have an appropriate system in place to allow early resolution of 
complaints.  
 
Changes have been identified to streamline the process to provide value for money, 
easier processes for the customer and further detail to help complaint handling. 
 
The policy has been reviewed by the Operations Committee who have approved a 
number of edits.       

  
3. Background & Content 
  
3.1 
 
 
 
3.2 
 
 
 
3.3 
 
 
 
 
 
 

The current policy has been in place since 2013. Since that time the Housing 
Ombudsman has developed its complaints web site and service, and we have been 
guided by this in the review of this policy.     
 
Through obtaining Housemark’s Complaints Accreditation we have developed a 
service that has been effective and complaints are now being resolved at earlier 
stages of the process.  
 
The Stage Three process has been used only twice since 2013.  The Operations 
Committee have considered the existing process and retained a third stage review by 
Board Members which ensures transparent and appropriate governance where 
required.   
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3.4 
 
 
 

It is not expected that many complaints will require Stage Three review, some are 
vexatious and others are policy disputes where no fault has been found.  Where it is 
appropriate Three Board Members (one independent, one tenant and one councillor) 
will review the investigation with the Senior investigating officer.  
 
Complainants will retain the opportunity to request a review of the complaint handling 
by a designated person or the Housing Ombudsman. 

  
4. Policy changes 
  
4.1 
 
 
 
 
 
 
 
 
 
 
 

The key changes within the policy are under the following sections 
 
a) Complaints regarding Contractors, third parties or partners (see section 4 of 

the Policy) 
b) Insurance claims, appeals and legal proceedings not being covered by the 

policy (see sections 5, 6 and 7 of the policy. 
c) Case reviews being considered in the lower stages of the complaints 

process (See section 10 of the policy) 
d) Update of the Stage Three process (see section 10.3 of the Policy) 
e) Including a time limitation for complaints to be expressed by the customer 

(See section 11 of the Policy) 
 

4.2 
 

Following discussions by Operations Committee, paragraph 10.3 has been amended 
to follow principles as guided by the Housing Ombudsman.  
 

5. Risk Management 
  
5.1 Quarterly reporting to the Operations Committee for monitoring provides the 

opportunity to review any emerging risks. 
  
6. HR Implications 
  
6.1 Training will need to be provided for all staff members, responsible managers and 

Board Members. This should be a rolling programme with refresher training for staff 
at least annually. 

  
7. Legal Implications 
  
7.1 The updated Complaints Policy adheres to the Localism Act and focuses on handling 

complaints locally and resolving them as quickly as possible, whilst providing advice 
and supporting a customer to seek independent guidance from outside the company. 

  
8. Financial Implications 
  
8.1 A compensation policy is linked to the Complaints Policy with an appropriate budget.    
  
9. Value for Money 
  
9.1  Effective management of complaints reduces reputational risk and cost of associated 

compensation for dis satisfaction.   
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10. Health & Safety Implications 
  
10.1 None arising 
  
11. Equality & Diversity Implications 
  
11.1 We monitor complaints received and outcomes to ensure that the service is 

accessible to all and that people are treated fairly. Home visits and personal contact 
are encouraged for those dealing with complaints.   

  
12. 
 
12.1 
 
 
 
 
 
13. 
 
13.1 
 
14. 

Residents at the Heart 
 
We have a dedicated telephone line for complaints, and will accept complaints made 
in person, or in writing.  All complainants will receive a written response confirming 
the outcome of their complaints.  We have retained service standards expected by 
tenants to acknowledge complaints within one day and initial investigation will be 
complete within 10 days.       
 
Decision Required? 
 
Yes 
 
Appendix 

  
14.1 The following document is appended to this report: 

 
Appendix 1 – Complaints Policy November 2016 
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Item 9 Appendix 1 
 
 

 
 

Complaints Policy 
 
 
 

Author: Ria Eustace, Service Improvement Officer 
 

 
 
 
 
 

Version 2.1 

Date October 2016 
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1. Introduction & Purpose 
 
 
This policy aims to provide the framework through which complaints will be dealt with.  
We are committed to delivering a high quality service to our customers, and we strive 
for continuous improvement wherever possible.  Customer feedback is an essential 
way of identifying service failures, so we positively welcome comments and 
complaints from customers and are willing to accept and learn from their feedback. 
 
Colchester Borough Homes’ complaints process and policy underpins all of our 
service areas, helping us acknowledge where mistakes are made and measuring our 
performance to ensure we are meeting our customer service standards. 
 
Colchester Borough Homes recognises that people have the right to complain about 
the failure and non-provision of services.  This document outlines Colchester 
Borough Homes’ complaints policy, which provides guidance to any person on how 
to make a complaint and how we will handle and manage complaints effectively. 
 
This policy is for: 
 

• All customers wishing to complain and make contact with CBH 
• All staff who are responsible for responding and managing complaints. 
• All other CBH staff, stakeholders, contractors and temporary staff  

 
We are committed to providing an effective complaints policy and procedure, which: 
 

• Is user friendly  
• Is accessible to all complainants 
• Is private and confidential  
• Encourages staff to be open & respond positively to complaints 
• Provides a staged approach with a ‘built in’ appeal process – with the 

emphasis on trying to resolve the complaint at each stage 
• Records, monitors and reports on the nature and number of complaints to 

residents, staff and the Board 
• Provides an opportunity for the organisation to learn and improve service 

delivery and to demonstrate how this has been achieved 
 
This policy document explains what a complaint is, who is involved in dealing with 
complaints and how the procedure works for complainants and staff. 
 
A complaint is an expression of dissatisfaction by a customer or service user about 
the standard of service, actions or lack of action by Colchester Borough Homes. 
 
We have reviewed our complaints policy and procedure to ensure it complies with the 
new minimum standards for housing organisations’ handling of complaints.  It sets 
out the following required outcome: 
 
“Housing providers should have an approach to complaints that is clear, simple and 
accessible that ensures complaints are resolved promptly, politely and fairly.” 
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2. Formal Complaints 
 
A formal complaint can include the following (but is not limited to): 
 

• Failure to follow the agreed policy or procedure. 
• The behaviour of a member of staff, board member or contractor. 
• Harassment, bias or unfair discrimination. 
• Failure to take proper account of relevant matters when reaching a decision. 
• Unsatisfactory resolution of a claim for compensation (see separate 

Compensation Policy for more details). 
• Services provided, or not provided, are not within an acceptable timescale or 

are not of an acceptable standard.* 
• Dissatisfaction with a response to a query or a request for service.* 

 
* These can also be considered an informal complaint and can be at the 
discretion/judgement of the person taking the initial contact. 

 

3. Informal Complaints 
 
These are expressions of dissatisfaction that can be promptly resolved either at the 
first point of contact or soon after.  These often relate to the service provided.  
Colchester Borough Homes welcomes informal complaints as they provide an 
excellent early indicator of trends and offer the opportunity to improve services.  
Colchester Borough Homes will make every effort to investigate and resolve informal 
complaints where appropriate. 
 

4. Complaints regarding Contractors, third parties or partners 
 
Informal and formal complaints regarding affiliated Contractors, third parties or 
partner organisations, can be referred to the third party for investigation through their 
complaints procedure with the view of giving them the opportunity to put things right. 
This does not affect the customer’s right to CBH’s complaint procedure. These 
complaints will be recorded and monitored for any areas of concern.  
 

5. Insurance claims  

Insurance claims are not covered by the Complaints Policy and should be submitted 
in writing.  
 

6. Appeals 

Appeals of decisions made against policy should be referred to the relevant Director 
of the service. 

These are not considered complaints if the correct procedure has been followed. 
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7.  Legal proceedings 

Matters where legal proceedings have been commenced or indicated will also be 
excluded from the Policy.  

8. How to make a complaint 
 
Complaints, informal complaints and enquiries can be made: 
 

• By telephone: 01206 506706 
• By letter: FREEPOST COLCHESTER BOROUGH HOMES 
• By email: complaints@cbhomes.org.uk  
• CBH website: www.cbhomes.org.uk  

 
A complaint can be made by anyone accessing, using or benefiting from our services 
and also on behalf of a customer with their permission. 
 

9. Confidentiality 
 
Customers have the right to request that we treat their information in confidence.  We 
will make staff members aware that they wish for their complaint to be treated 
confidentially and this will be handled in accordance with the Data Protection Act. 
 

10. How complaints are managed 
 
There are three stages to the formal complaints procedure.  Consideration will be 
given at all stages to the individual needs of the complainant and the best way to 
facilitate them making their complaint. 
 

10.1 Stage 1 – Investigated by Team Leader/Service Area Manager 
 
We aim to acknowledge complaints within one working day of receipt.  
Acknowledgement should be via the same method as the complaint is received or as 
specifically requested. 
 
Stage 1 complaints will be investigated by a designated member of staff.  This may 
involve a discussion or personal visit by the investigating officer to the complainant. 
 
We aim to respond to formal complaints within ten working days and will 
communicate the outcome of the complaint to the customer.  However, there may be 
circumstances where it is not possible to conduct a full investigation within this 
timescale.  If further time is required to investigate we aim to respond within 28 days. 
 

10.2 Stage 2 – Reviewed by Senior Manager 
 
If the Customer feels that their complaint has not been resolved satisfactorily they are 
able to appeal the outcome. 
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Stage 2 complaints will be investigated by one of our senior management or 
Directors.  The customer will be advised of the process and we aim to respond within 
ten working days. However, there may be circumstances where it is not possible to 
conduct a full investigation within this timescale.  If further time is required to 
investigate we aim to respond within 28 days. 
 
We reserve the right to end investigations of policy disputes at stage two. This does 
not affect the customer’s right to approach a designated person such as a local 
councillor or MP.  
 

10.3 Stage 3 – Complaints Panel (final internal review) 
 
With a view of local resolution where appropriate if the customer is dissatisfied of the 
stage two outcome then the complaint may be reviewed by Colchester Borough 
Homes’ Board Members. This will usually be investigated by a panel of three Board 
Members within 20 days of the request with a view to include one independent 
member, one local Councillor and one tenant member.  
 
The complaint will be presented as a scenario and will not contain personal 
information of the complainant. The presentation of the complaint will be in line with 
guidance from the Housing Ombudsman.   
 
The panel can uphold a decision or request further information or investigation to 
make any further recommendation to the investigating officer. The customer will be 
informed of the outcome of the Board’s review within 5 working days. 
 
We will deliver regular refresher training for those Board Members who participate in 
the panels in order to strengthen this procedure. 
 
At each stage of the complaint investigation the Housing Ombudsman dispute 
resolution principles will be considered. Colchester Borough Homes recognises that 
not every complaint or complainant is the same and where appropriate discretion for 
resolutions outside of policy demands will be considered. Colchester Borough Homes 
will treat complaints fairly, put things right and learn from outcomes.   
 

11. Case Reviews 
 
Where appropriate or complex complaints are received a case review will be held 
with all members of staff who have had dealings with the matter. This will give the 
opportunity to study the complaint and work across the department or cross 
departmentally for resolution of the complaint.   
 

12. Time limitation 
 
There is a twelve month time limit from the date of the event giving rise to the 
complaint to the date the complaint is registered. This is not intended to affect the 
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customers’ statutory rights, but recognises that a significant lapse of time makes 
vigorous and meaningful investigation difficult.  

13. Outcomes for formal complaints 
 

13.1 Complaint Resolved 
 
A complaint is considered resolved where all actions are agreed to the customer’s 
satisfaction. 
 

13.2 Complaint Upheld 
 
A complaint will be considered to have been upheld when there is acceptance that 
there has been a reasonable cause for dissatisfaction with the organisation. 
 
A complaint may be considered partially upheld in circumstances where there is more 
than one element to the complaint or where the substance of the complaint cannot be 
completely proved. 
 

13.3 Complaint Not Justified 
 
A complaint will be considered not to have been justified if it is factually incorrect, is 
considered to be vexatious and where there is no acceptance that there has been 
reasonable cause for dissatisfaction with the organisation. 
 

14. Local Resolution and the Independent Housing Ombudsman Service 
 
The Government has introduced measures through the Localism Act that affect the 
way complaints are progressed. The changes are intended to ensure that complaints 
are dealt with at a local level and reduce the number referred to the Ombudsman.  
This means that since April 2013, tenants have the choice to either approach a 
‘designated person’ (an MP or Borough Councillor) or a ‘tenant panel’.   
 
Following consultation with tenants and our Board we do not have a recognised 
tenant panel. 
 
If a complainant believes that their complaint has still not been resolved after 
completing all stages of the Colchester Borough Homes complaints process, they 
may refer the complaint to their local Councillor or local MP who will advocate on 
their behalf to resolve the complaint locally.  If they cannot do this, the councillor or 
MP may refer the complaint to the Housing Ombudsman Service. 
 
After waiting for eight weeks (from the date of the Stage 2 or Board review decision 
letter), the complainant may refer their complaint directly to the Housing Ombudsman 
Service. The Housing Ombudsman Service provides an independent and free 
service to tenants. 
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Customers can contact the Housing Ombudsman Service by: 
 

• Email: info@housing-ombudsman.org.uk 
• Telephone: 0300 111 3000 

 
To review some of the examples from housing complaints, a web site has been set 
up to give tenants, stakeholders and staff easier access to complaint outcomes and 
some of the more important ombudsman decisions.  This can be found at: 
 

• Ombudsman Says: www.ombudsmansays.info 
 

15. Anonymous Complaints 
 
Colchester Borough Homes will treat anonymous complaints seriously and 
investigate them where sufficient information is provided and the information raises 
concerns regarding service delivery. 
 
However, it is important to note that if a person wishes to remain anonymous then 
this limits our information gathering and ability to objectively investigate. 
 

16. Unreasonable Complainants 
 
Colchester Borough Homes aims to provide a fair and open service to all customers 
and to resolve complaints as quickly and effectively as possible.  In some cases, 
however, there may be excessive or unreasonable contact from specific customers 
that impedes our ability to properly consider their own, or others’, complaints. 
 
In these cases we may take action to limit the amount of contact the customer has 
with us.  This action could include (but is not limited to): 
 

• Limiting the person to contact CBH in writing only 
• Limiting the person to contact on certain days only 
• Limiting the person to contact a named member of staff only 
• Deciding to respond only to new complaints or issues (although all 

correspondence will be reviewed) 
 
The sanctions listed above will only be applied in exceptional circumstances and 
after careful consideration of all aspects, including Equality & Diversity and Health & 
Safety.  If this decision is considered, we will advise the customer in writing the 
reasons behind this. Such action will only be taken with the approval of a Senior 
Manager and will be reviewed at the Operations Committee of the Board. 
 
The customer will be notified in writing that the agreed sanction has been put in place 
with full explanation given as to the reasoning behind the decision.  Guidance on the 
right to appeal will be included. 
 
A review process will be set up for six months after the sanction and the customer 
notified of the outcome. 
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17. Related Documents 
 
This policy describes the approach of Colchester Borough Homes, to managing 
complaints.  It supplements and should be read in conjunction with the following 
documents which can be found on our website (www.cbhomes.org.uk): 
 

• Customer Service Standards 
• Terms and Conditions of Tenancy 
• Repairs Policy  
• Antisocial Behaviour Policy  
• Compensation Policy 
• Information & Confidentiality Policy 
• Complaints Procedure 

 
The following legislation is also relevant.  More information can be found at 
www.ico.gov.uk:  
 

• Data Protection Act 1998 
• Freedom of information Act 2000  
• Localism Act 2011 

 

18. References  
 
In formulating and implementing this policy, statutory requirements, performance 
standards, best practice and guidance from the Housing Regulator, Housing 
Ombudsman Service, Chartered Institute of Housing and Housemark Complaints 
Accreditation Framework have all been taken account of and recognised. 
 

19. Consultation 
 
In developing this policy we consulted with the following: 
 

• Property Services Consumer Panel  
• Task & Finish Tenant Consultation Workshop  
• Operations Committee 

 
An independent review of the complaints process was carried out by Helen Gregory 
and reported to the Board on 29 April 2013.  This review included consultation with 
involved tenants, staff and Board Members, and is available on request from the 
Board Assurance Officer. 
 

20. Review and Compliance Monitoring 
 
We will review this policy at least every two years.  This process will take into 
account: 
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• Changes in the external environment we operate in, such as changes to the 
law and regulation relating to housing complaints 

• The quality of the service as measured through customer feedback 
• The findings of any related Resident Scrutiny review (e.g. mystery shopping) 

 
We monitor and manage complaints performance using a range of methods: 
 

• Quarterly reporting to Operations Committee  the Board 
• Monthly performance report to Directors Management Team and Senior 

Management Team  
• Analysis and report  trends in complaints and compliments and any actions 

taken to improve our services as a result of complaints 
• Reviews of individual cases 
• Review of customer satisfaction and feedback by the Service Improvement 

and Development Group 
 
 

21. Glossary and definitions 
 

  

CBH Colchester Borough Homes  

CIH/HouseMark  
Chartered Institute of Housing and HouseMark have 
published a complaints charter, setting out the outcomes 
that an effective complaints handling service can 
achieve  
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  7 December 2016 
 
TIME:   5.30 pm  
 
VENUE:  Rowan House 
 
AGENDA ITEM: 10 
 
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 30 

September 2016, which was circulated to Finance and Audit Committee on 31 
October 2016. 

  
2. Recommendations 
  
2.1 That the Board: 

 

• Note the financial position as at 30 September 2016. 
 

3. Background 
  
3.1 The Management Fee Budgets are managed using 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 30 September 2016 
  
4.1 Set out below is the actual outturn on the operating budget as at the 30 September 

2016.  
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Budget 
2016-17  

(£000) 

Expenditure 
to 30 

September 
16   

(£000) 

Forecast to 
31 March 

17  
(£000) 

Projected 
variance at 

31 Mar 17  
(£000) 

Management Fee - HRA 7,867 3,924 7,867 0 

Management Fee - GF 1,245 628 1,245 0 

Other Budgets 

Delegated Budgets 2,352 394 2,352 0 

Corp Facilities Budget 695 255 695                    0 

Capital (CBC and CBH) 10,261 5,203 10,261                    0 

Revenue/other  1,624 907 1,624 0 
 

  
 The year-end outturn position is not being considered at this stage in the financial 

year, but will be reviewed in detail once budget setting for 2017-18 is complete.  
The Finance and Audit Committee will be provided with an update showing a 
forecast year end position and executive summary identifying any key opportunities 
and risks. 
 
The key reasons for variances for the year to date are as follows: 

  
 Management Fee  
  

4.2 The expenditure to the end of September is slightly under the pro rata expected 
position. This is partly due to a vacancy factor on budgets across the Company, 
and partly due to the continuing low number of voids. 
 
At this stage of the year, there is no predicted variance from budget at year end.  

  
 Delegated Budgets 
  

4.3 
 
 
 
 
 
 
 
 
 
 
 
 

The expenditure to the end of September is £631.8k under the pro rata expected 
position. This variance is largely as a result of a number of outstanding recharges that 
will be completed by the end of quarter 3. 
 
Whilst the variance of £631.8k to date may appear to be substantial, commitments of 
£346k have been placed and at the current time there is nothing to indicate any 
reason for concern.  CBH Management are working closely with our CBC colleagues 
to review the control framework of key budget areas such as Grounds Maintenance to 
ensure timely delivery of key projects to ensure they are as effective as possible. 
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4.4 Corp Facilities Budget 
 
The committed expenditure on the Corporate Facilities budget is in line with profile.  

  
 Capital – all capital works 
  

4.5 The committed expenditure on the overall capital budget is in line with profile. 
There is an expectation that all capital budgets will be fully committed by 3rd quarter 
although the Roofing and Dutch Quarter contracts are still going through the 
procurement process so may slip into the 4th quarter. There are no issues or 
concerns with the individual capital programmes and their delivery at this moment 
in time. 

  
 Revenue CBC Contracts 
  

4.6 The committed expenditure on the CBC revenue contracts is in line with profile. 
 
The interim contractors are now in place and are undertaking servicing in 
accordance with the servicing schedule to ensure that we are compliant. 
 
The team has now started the procurement process to engage with new 
contractors for the new financial year. 

  
  
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. 
 
7.1 

These are incorporated in the body of the report. 
 
Value for Money Implications 
 
CBH were asked by CBC to set a budget in 2016/17 with £200k savings on the 
management fee.  Successful delivery on performance targets for the year within 
these financial constraints will meet the requirements of the Value for Money 
Strategy. 

  
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:  Wednesday 7 December 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 11 
 
SUBJECT:  Performance Assurance Report 
 
REPORT BY: Karen Loweman, Director of Housing  
    (01206) 282805 
    karen.loweman@cbhomes.org.uk 
 
 
FOR INFORMATION 
 
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 
  
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 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:  
 

• ‘Green’ means the project is on target to succeed. 

• ‘Amber’ means the project has a problem but action is being taken to resolve 
this OR a potential problem has been identified and no action is being taken at 
this time but it is being carefully monitored. 

• ‘Red’ means the project requires remedial action to achieve objectives. 
  
3.3 This report gives assurance to the Board that any areas of concern are being 

monitored and addressed.  
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3.4 
 

The Operations Committee reviewed the Key Performance Indicators (KPIs) for 
Quarter 2 (ending September 2016) on Monday 21 November.  

  
4. Performance Monitoring – to end of October 2016  
  
4.1 
 

The following Key Performance Indicators have a red or amber status at the end of 
October 2016: 

  
4.2 Number of households in bed and breakfast accommodation 

The number of households in bed and breakfast is reducing, but remains above our 
target of 12. At the end of October 38 households were residing in B&B.       
 
There continues to be a lack of available affordable housing to address the 
continuing high demand for housing. Currently the highest cause of homelessness 
is the loss of a private sector tenancy.      
 
This will impact on the budget available for temporary accommodation (which is a 
CBC delegated budget) and increases our reputational risk. 
 
Private sector lettings are expensive to secure, but our first private sector leasing 
properties are now agreed, and we are increasing the use of private sector lettings 
through our “Home finder” scheme to mitigate the demand for housing.       

  
4.3 Percentage of non-decent homes 

743 properties were recorded as “non-decent” at the end of October.  The primary 
elements of properties which are failing the standard are doors, roofs and windows 
needing replacement.  We are confident that works scheduled will achieve the 
target of 525 non decent properties at year end. 

  
4.4 Stage one complaints upheld 

By the end of October, 45 complaints had been received, of which 16 were upheld. 
This produces an outcome of 35.5% of complaints upheld against our target of 
36.5%.  We have received a number of complaints regarding feedback and 
communication with staff which is being addressed through staff training and one to 
one coaching.   

  
4.5 Former Tenant Arrears (FTA) 

The collection of FTA is undertaken on CBH’s behalf by the CBC Revenue 
collection team who undertake to trace and collect debt.    
 
A target to achieve arrears of less than 0.53% of the estimated annual debit has 
been set, to achieve upper quartile performance.  The outcome to date is 1.07%.  
Without considerable write off of debt it is unlikely that the target will be achieved.       

  
4.6 Current Tenant rent collection 

The rent collection target is measured against a year-end target for collection of 
98%.  At the end of October the cumulative collection of 97.21%, is above 
collection rate at the same period last year and remains likely to achieve the year 
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end collection rate. Monthly payment schedules adjust in December and March 
where “rent free weeks” occur. 
 
At the end of October 1,912 tenancies had rent accounts with an arrear balance, 
with 142 tenants owing more than 7 weeks rent.          

  
5. Financial Implications 
  
5.1 Budget for temporary accommodation to be reviewed in accordance with 

performance. 
  
6 HR Implications 
  
6.1 Staffing level is 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 The Tenant and Leaseholder Consultative Committee and focus groups review 

standards and KPIs. 
  
9. Appendix 
  
9.1 Appendix 1: Red and Amber KPI Dashboard slides.  
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Performance Summary Information

KPI’s not currently meeting target 

or at risk of not meeting target by financial year end

As at end of October 2016
Benchmark performance comparisons are with 33 housing providers 

in the HouseMark East of England group (as at January 2016)

2016 - 2017

165



RAG status Key

2016 - 2017 2

Colour Key Performance rating Local

Red
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.

Amber
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.

Green The indicator is meeting performance expectations to date, or as forecast 
to the next reporting period.
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2016 - 2017

3

Number of households in bed & breakfast accommodation
CBH target 12 RAG

CBH outcome 38 at end of Oct R

Benchmark performance comparison N/A

CBH position at end of Oct in 2015/16 comparison 16 at end of Oct

Comment:
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Non-Decent Council homes
CBH target 8.63% (525 properties) (part of 5-year target) RAG

CBH outcome 12.32% A

Benchmark performance comparison Upper quartile 0% G

CBH position at end of Oct in 2015/16 comparison 7.65%

Comment: Of the 5956 stock, there are 734 (12.32%) Non Decent Homes. Target for October is 9.58%. Database cleansing 
currently being undertaken has highlighted a large number of roof failures. This is currently being investigated.
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2016 - 2017

5

Stage 1 complaints upheld
CBH target 36.5% RAG

CBH outcome 35.5% YTD A

Benchmark performance comparison Upper quartile 36.5% A

CBH position at end of Oct in 2015/16 comparison 24%

Comment: 2 out of 5 upheld complaints in Oct. Cum for YTD under target. 
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Former tenant arrears 
(% of annual rent debit)

CBH target 0.53% (Year end target) RAG

CBH outcome 1.06% YTD R

Benchmark performance comparison Upper quartile = 0.53% R

CBH position at end of Oct in 2015/16 comparison 1.18%

Comment: Working with CBC to improve our FTA performance. 
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Rent collection
(incl. arrears brought forward)

98.61%98.85%

93.35%

99.53%
97.39%96.21%96.91%98.46%97.74%
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CBH target 98% (Year end target) RAG

CBH outcome cumulative 97.21% YTD A

Benchmark performance comparison N/A

CBH position at end of Oct in 2015/16 comparison 97.24%

Comment: Actually unlikely to hit target until year end as reflected by rent free weeks and other statistical factors -
however currently on course.
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Minutes of the Operations Committee Meeting 
 
Held at 4.00 pm on Thursday 18 October 2016 
In Room 1, Rowan House 
 
Present:  In Attendance:  
Alan Blois 
Cllr Mike Hogg 
Cllr Daniel Ellis 

(Chair) Karen Loweman (KL) 
Sue Nice (SN) 
Kirk Braker (KB) 

 

  Ria Eustace (RE) 
Mike Knight (MK) 
Lee Hamill (LH) 
Richard Dowling (RD) 

 
 

 
 

 Geoff Foster (Observing Board 
Member 

    
  Owen Howell (OH) (Minutes) 
 
  
1. Apologies for absence 
  
1.1 
 
 
1.2 

Apologies were noted from Dionne Philp and Michala Carey. Apologies were 
also received from Mark Wright and Karen Williams. 
 
Chair confirmed that the meeting was quorate and welcomed Geoff Foster as an 
observing Board Member. 

  
2. Minutes of the meeting held 28 July 2016 and Matters Arising 
  
2.1 The minutes were examined and approved for the Chair to sign as being 

accurate. There were no outstanding actions. 
  
3. Tenancy Management Team Report 
  
3.1 RD presented the report and ran through the highlights, detailing the different 

parts of their team and the work they carry out. RD told Committee that Board 
Members were welcome to visit the Greenstead office to see the work being 
done by CBH’s Community Housing Officers. 

  
3.2 In covering the work of the Financial Inclusion Team (FIT), RD stressed the 

positive work being done to help residents access Discretionary Housing 
Payments and the fact that this was money that came from central government, 
rather than from CBC or CBH. 

  
3.3 With regard to performance, the Tenancy Management Team will be trialling the 

‘performance point’ as a way to involve staff in performance management. 
  
3.4 Committee asked about the work done in cooperation with CBC by the Financial 

Inclusion Team. RD confirmed that they work closely with CBC, particularly 
around benefit reform. Regular liaison meetings are held and there is a good 
relationship with CBC’s Welfare Reform Team.   
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3.5 RD explained that when tenants experience financial difficulties, the FIT are often 
only notified at a late stage. They do however have a strong record of preventing 
likely evictions occurring because of arrears etc. Evictions last year totalled 19, 
whereas this has dropped to six for this financial year so far. 

  
3.6 The post of Housing Liaison Officer has now been made permanent. 
  
3.7 Committee expressed admiration for the MAD Days and how they had been 

highly successful, generated casework for officers and councillors and identified 
tenancy and financial issues. The importance of these continuing was stressed. 

  
4. Community Safety Team Report 
  
4.1 Sue Nice presented and detailed the different teams within Community Safety. 
  
4.2 The ways CBH gets young people involved in ‘Prison Me No Way’ and ‘Crucial 

Crew’ were described. 
  
4.3 The role and work of Quality Assurance Advisors were detailed. 
  
4.4 Regarding the tenancy workshops for potential new tenants, SN noted that these 

were a mandatory requirement for people wishing to bid for properties on 
HomeChoice. They are unable to bid until they have attended a workshop. 

  
4.5 Committee noted that the TLCC had expressed their desire to see these 

workshops developed and opened up for others including older and vulnerable 
residents/potential residents. SN agreed and explained that a high percentage of 
evictions owing to ASB issues involved middle-aged single people. 

  
4.6 Committee asked whether any of the closure orders or evictions gang-related, 

and asked for details on how CBH works with Essex Police. SN explained that 
the majority of staff in the team had been given training on gang-related issues. 
CBH participates in the fortnightly Police Tasking meetings. These deal with 
gang-related issues and concerns are shared. The closure orders and evictions 
this year have not been gang-related. KL added that CBC now has a dedicated 
officer for dealing with gang-related issues. One of their first priorities is to set out 
a programme for educating the public and school children on how to identify and 
avoid gangs.  

  
5. Tenancy Audits Review 
  
5.1 SN presented the written report and introduced MK and LH. She informed 

Committee that their contracts had now been extended to March 2018. 
  
5.2 SN pointed out that the audits excluded sheltered housing and leaseholders. 
  
5.3 MK and LH then presented highlights of their work to date (as shown on the 

Powerpoint slides for this item (available on request). In addition, they explained 
that they are vigilant for any suspicious or worrying signs (such as signs of 
abandonment) throughout the CBH-managed stock. They also give advice to 
tenants on a range of additional subjects, such as moving house, downsizing and 
management transfers. 
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5.4 One of the Team’s aims was to find ways for residents to engage and 

communicate with CBH and ways for them to access services and support which 
is available. 

  
5.5 Committee Members asked how many abandoned properties had been 

identified. LH told Members that two had been identified and brought back into 
use. SN explained that there are occasions when properties look abandoned as 
the tenant has left for an extended time (e.g. hospital stays, residential care, 
going to care for relatives etc). The Tenancy Officers were keen to hear the 
concerns of neighbours so that they could take action to help the tenant or bring 
the property back into use. 

  
5.6 Committee asked if the extension of the Officers’ contracts to March 2018 was to 

ensure that all properties had been audited. SN explained that the audit 
programme was on track but that there had been a number of missed 
appointments and audits which had resulted in fails. There are a number of items 
of work which had been identified (e.g. tenants who had been identified as being 
subject to changes in welfare). 

  
5.7 MK and LH explained that they were working closely with Property Services, with 

meetings every 2-3 months to update and give feedback on what has resulted 
from the identification of unauthorised alterations. 

  
5.8 In response to Committee questions on whether CBH experiences relatively high 

numbers of unauthorised alterations, KL replied that this project had been a pilot 
and had been immensely useful. It had been expected that the number of 
referrals concerning alterations or defects would be high (and therefore costly) 
but it had been worthwhile to identify problems. Mostly these referrals go to the 
Asset Management Team. 

  
5.9 Committee was told that, relating to missed appointments/tenants unavailable 

during the week, the Officers were now able to schedule audit appointments for 
Saturday mornings. One tenant was currently refusing an audit, but Gill Lewis is 
discussing this with the tenant  

  
5.10 Committee asked if the audits had been successful in helping tenants to 

downsize to appropriately-sized properties. Three tenancies were transferred to 
smaller properties, making the larger properties available for others. The value of 
three four-bedroom properties was estimated at around £150,000 each. They are 
very valuable as they can enable families to move out of expensive temporary 
accommodation and into these properties. 

  
5.11 Committee thanked the Tenancy Officers for their hard work identifying ways for 

CBH to assist tenants. 
  
6. Complaints Policy 
  
6.1 RE presented the review and proposed updates to the Complaints Policy. The 

main substantive proposed changes were: 
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6.2 • Complaints regarding contractors, third parties or partners (see section 4 of 
the Policy) 

• Insurance claims, appeals and legal proceedings not being covered by the 
Policy (see sections 5,6 and 7 of the Policy. 

• Case reviews being considered in the lower stages of the complaints process 
(See section 10 of the Policy) 

• The removal of the Stage Three process. 
• Including a time limitation for complaints to be expressed by the customer 

(See section 11 of the Policy) 
  
6.3 Committee asked if CBH would follow up with tenants to see if they were 

satisfied with the outcome of complaints to contractors. RE explained that 
customers would usually come to us with any complaints that they felt had not 
been resolved to their satisfaction by the contractor. RE also attends the Repairs 
& Gas Service meetings to keep informed on the progress of complaints to 
contractors. 

  
6.4 The inclusion of a 12-month time limitation after which a complaint will not be 

accepted is in line with best practice. The Ombudsman will also not usually take 
up any referrals to them once 12 months have passed since the incident or 
problem arose.   

  
6.5 RE detailed the proposal to remove the Stage Three process. She assured that 

this would not prevent cases coming to Board where this is appropriate, but is an 
effort to streamline the process. In future, it is planned that there would be a case 
review when necessary, at which point a decision would be made as to whether 
to bring the case to Board. The more simple complaints would move to being 
dealt with in cooperation with the complainant and their representative/s (e.g. 
councillors and/or MP).  

  
6.6 RE was asked if complaints could potentially be referred to Tenant Panels. It was 

clarified that CBH could recognize such panels if they were properly formed. 
Consultation showed there was no current demand for Panels, but the option 
was being left in so as to allow this if a demand emerged. 

  
6.7 Committee stressed the need for Board to be notified in the event of any 

complaint which is referred to the Housing Ombudsman. RE confirmed that such 
cases (and their outcomes) would be reported to Board via Operations 
Committee as and when they emerge. 

  
6.8 KL gave an overview of how CBH handles complaints, with complaints, 

responses and MP/councillor contacts all being overseen by RE. 
  
6.9 Committee asked for more detail to be included in order to explain what would be 

replacing Stage Three, and to explain that where appropriate, complaints could 
still be escalated to being heard by Board Members. Action: RE to make these 
changes before Policy is sent for Board approval. 

  
6.10 Decision: Subject to the addition requested at 6.9 above, Committee gave the 

recommendation that Board accept the updated Policy. 
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7. Safeguarding Policy 
  
7.1 SN presented the item, in place of Karen Williams. She explained that much 

procedural content had been removed as this did not need to be included within 
the Policy. KL explained that Board input had been taken into account when 
changes were made, and some unnecessary appendices had been removed. 
Board had asked for public accountability and safeguarding to be included within 
the Policy (including asking members of the public to report concerns). 

  
7.2 KB informed Committee that contractors were made to attend safeguarding 

training and were expected to adhere to our policy on this. 
  
7.3 SN continued to detail some of the changes to the Policy, referencing additions 

to ensure adherence to the Modern Slavery Act 2015. 
  
7.4 SN explained that input was received from a colleague who was a part of the 

Essex Adult Safeguarding Board (Norena Bird). 
  
7.5 Training is mandatory for all staff (and not just the ‘designated officers’), and is 

split between Levels1 (basic), 2 (frontline staff) and 3 (DMT/SMT/delegated 
officers). Frontline staff received a higher degree of training than officers who 
were less likely to work directly with the public. 

  
7.6 KL described the annual training session that was run jointly with CBC, which is 

open to CBC Members and CBH Board Members. Cases which have arisen are 
looked at with the Essex Safeguarding Board. 

  
7.7 Committee asked if safeguarding was discussed at pre-tenancy workshops. KL 

answered that this is not covered there (although awareness is touched upon), 
but that tenants were, in general, asked to report any concerns that they had. 

  
7.8 Board’s responsibility was to ensure that the Policy was appropriate, staff were 

trained and reports given on any relevant issues or incidents. Reports on staff 
training would also come to Ops Committee for their information. 

  
7.9 Committee Members questioned the definitions of ‘honour’-based abuse 

(Appendix 2, pg 76) and a request was made to review our descriptions of 
physical and behavioural indicators and ensure that the definitions were not too 
narrow. Action: KL explained that descriptions used were ones taken from CBC 
and ECC, but that she would ensure these are double-checked. 

  
7.10 Decision: Committee recommended the Safeguarding Policy for Board approval, 

subject to the consideration and checking noted above at 7.9. 
  
8. Property Services Consumer Panel (final report)  

and Repairs & Gas Operations Q&A 
  
8.1 KB presented the report, explained the work of the Consumer Panel and gave an 

overview of his service area. KB detailed some of the improvements made, 
including text message/electronic feedback and other measures to improve 
satisfaction levels and responsive action from CBH. 
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8.2 KB explained the changes to Resident Involvement, with work now being taken 
up by different groups (e.g. task & finish groups). A Task & Finish group is being 
tasked to review the repair guide, its suitability and whether alternatives are 
possible. 

  
8.3 KB then gave an overview of repairs, gas works and voids. These include: 

• 18,000-20,000 responsive repairs per year 
• Servicing of 5,065 gas appliances per year 
• Air source heat pump maintenance 

  
8.4 KB described the process for taking incoming requests for repairs, through to 

processing the jobs through the OptiTime system to the gathering of 
electronic/text feedback. 

  
8.5 The 3-Star gas service was described. This is currently out for re-procurement. 

Out of 21 bids, five were shortlisted. The contract itself was a 4+2 years contract. 
KB explained that questions on customer satisfaction were asked within the pre-
qualification questionnaire (PQQ). Priorities have been tailored to have residents’ 
needs at heart. 

  
8.6 KB was asked what CBH policy is towards non-standard boilers/solid fuel 

burners. CBH no longer repairs or services any solid fuel appliances. Such 
appliances were being replaced with air source heat pumps or gas boilers. 
Maintaining appliances such as Parkray stoves would be prohibitively expensive. 

  
9. Work Plan 
  
9.1 Committee noted that the Property Services Quality Policy was to come to the 

next Committee meeting. 
  
10. Any other business 
  
10.1 Chair thanked everyone for attending. 
  
 With no further business, the meeting finished at 6:36pm. 

 
 

List of Actions from Operations Committee 

 

Item Action Who By When Done 

18 October 2016 

6.9 Amend Complaints Policy before it goes to 
Board Ria Eustace 20 Oct ‘16 n/a 

7.9 
Ask for definitions relating to honour based 
abuse to be checked (Appendix 2 of 
Safeguarding Policy). 

Karen Loweman 24 Nov ‘16 Done 
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Minutes of the Governance and Remuneration Committee 
 
Held at 4.30 pm on 9 November 2016 
Room 1, Rowan House  
Sheepen Road, Colchester 
 
 
Present:  In Attendance:   
Tina Graves TG (Chair) Owen Howell  OH 
Geoff Foster 
Cllr Cyril Liddy 

GF 
CL 

Angelique Ryan 
Michael Hadjimichael 

 AR 
MH 

Anne Grahamslaw AG    
  Nikki Bedford (Minutes) NB 

 
1. Apologies for absence 
  
1.1 
 
2. 
 
2.1 
 
 
 
 
 
 
 
2.2 

Apologies were received from Claire Holland and Matt Armstrong. 
 
Minutes of previous meeting and matter arising 
 
Following the point raised at 3.4 of the minutes, AG and Gareth Mitchell had 
a conversation concerning this. It is proposed that matters that are strategic 
or involve Board liability will come to Board first for Board guidance.  This 
occurred with the Safeguarding Policy and it was deemed beneficial by all. 
MH confirmed that as part of the wider policy strategy review, this is an item 
that they are proposing to bring to Board to ensure that every one is clear 
with this going forward. 
 
The minutes of the meeting held on 7 July 2016 were confirmed as an 
accurate record of the meeting and accepted for signing by the Chair. 

  
3. Co-option of Board Members on to Committee 
  
3.1 
 
3.2 
 
 
 
 
 
 
 
3.3 
 
 
 
 
 
 

OH presented this report for decision. 
 
A discussion was had and it was agreed that it needed to be made clear that 
co-option is only required when the meeting would not be quorate. The 
Terms of Reference and Code of Conduct will need to be updated also. 
Decision: Not approved. Action: OH to revise the paragraph, add to all 
Committee Terms of Reference (rather than Code of Conduct) and present 
to Board for approval and sign off in the confidential section of next Board 
meeting. 
 
It was identified that there are occasions when people may wish to attend 
Committees as an observer. At these times the observer is not able to 
participate in the discussions, except at the discretion of the Chair of the 
meeting. There may also be occasions where the Chair invites someone to 
attend as they have a skillset which would be beneficial for items on the 
Agenda. Action: OH to add paragraph regarding ‘guest’ attendance by 
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4. 
 
 
 
4.1 
 
4.2 
 
 
 
 
 
 
 
 
 
4.3 
 
 
 
5. 
 
5.1 
 
5.2 
 
 
 
 
 
 
6. 
 
6.1 
 
6.2 
 
 
 
 
7. 
 
7.1 
 
7.2 
 
 
 

Board Members at Committees to Board Member Code of Conduct and 
seek Board approval. 
 
Proposed amendment to Board Member Recruitment Policy and 
Procedure and: Recommendation to Board as to Resident Board 
Member Recruitment. 
 
OH presented the report for decision. 
 
A discussion was held and decisions on both points were made. Decision: 
For the next resident Board Member recruitment it was agreed that if there 
are more candidates than vacancies, an election will be held. However, if 
two or fewer potential candidates come forward, then they would be put 
through a selection process instead. Recommendation: Moving forward, it 
was agreed that a selection process should be recommended to Board as 
the most appropriate way to recruit resident Board Members, for reasons of 
fairness, value for money and to provide greater assurance that the best 
potential candidates are appointed.  
 
It was noted that there is a potential need to reduce the size of the Board 
and this will be addressed in the confidential agenda of the next G&R 
meeting. Action: OH to add to confidential agenda for next G&R meeting. 
 
Wellbeing Policy 
 
AR presented the report for decision in Claire Holland’s absence. 
 
A discussion was held and whilst it was agreed that it is a very positive 
policy to have, the costs implications would need to be addressed.  
Decision: Not approved at this time. Action: AR to investigate costs of 
implementation of Wellbeing Policy. Also, case studies from other 
organisations that have implemented this and what impact it has had on 
sickness within the workplace.  
 
Review of Resources Directorate Restructure 

 
MH presented the report for information. 
 
MH stated that the restructure had been a well thought-out and successful 
exercise.  There have been minor issues around the new payroll system 
which has meant that looking at the structure of the HR team has been 
delayed. 
 
HR Considerations of the Working Smarter Project 
 
AR presented the report for information. 
 
AR stressed the fact that the project is in its infancy and the paper reflects 
that. MH also confirmed that the Working Smarter Project will be a standing 
item for the foreseeable future on the confidential agendas. 
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8. 
 
8.1 
 
8.2 
 
 
 
8.3 
 
 
 
9. 
 
9.1 
 
9.2 
 
 
 
9.3 
 
 
9.4 
 
 
9.5 
 
 
 
 
9.6 
 
 
 
 
10. 
 
10.1 
 
10.2 
 
 
 
 
 
 
 
 
11. 

 
Governance Action Plan Update 
 
OH presented the report. 
 
A discussion was had around the next steps of the plan. It was agreed for 
this to be discussed informally as part of the confidential agenda of a future 
meeting. Action: OH to add to next agenda. 
 
It was queried if part 3 - Buddy/Mentor system, has been started yet.  AG 
confirmed that it is a work in progress and training has taken place. The 
system will hopefully be implemented early 2017. 
 
HR Update 
 
AR presented the report for information 
 
AR highlighted that the average rolling sickness has reduced from 10.2 to 
8.5 days. This owes to a number of long term sickness cases being 
resolved. 
 
Deemed confidential for reasons of commercially sensitive content 
and content relating to identifiable members of staff. 
 
Deemed confidential for reasons of commercially sensitive content 
and content relating to identifiable members of staff. 
 
Committee requested that the number of days lost due to sickness be 
illustrated as a percentage as it reflects the figures in a more meaningful 
way. AR confirmed that this will be possible when the new HR system is 
implemented. The reports are currently being produced manually. 
 
A discussion was had regarding the Salary Sacrifice Scheme. Although the 
scheme will not be as attractive to employees in the future, it has not put 
people off so far and the scheme is still being entered into despite future 
changes likely to be introduced by central government. 
 
Work Plan 
 
OH presented an update for information. 
 
The work plans for all the committees are currently under construction and 
the draft Operations plan has been completed. F&A and G&R are to follow. 
This will be then be distributed to Committee Members to get their approval 
and any additions. Draft dates for the next year’s meetings will be 
despatched to Board Members as soon as possible.  
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 Any Other Business 
11.1 
 
 
 
11.2 

MH has a request from Lee Spalding to amend the employment terms of the 
Building Surveyor which was originally advertised for a 1 year fixed term to 
become a permanent positon. Decision: All agreed.  
 
Deemed confidential for reasons of commercially sensitive content. 
 
Meeting closed at 18.07 
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Minutes of the Operations Committee Meeting 
 
Held at 5.00 pm on Monday 21 November 2016 
Room 1, Rowan House 
Sheepen Road, Colchester 
 
 
Present:       In Attendance:  
     

Alan Blois (AB) (Chair)                                      Mark Wright (MW)   
Michala Carey   Karen Loweman (KL)  
Cllr Mike Hogg (MH) 
Dionne Philp (DP) 

  Ria Eustace (RE) 
Neil Appleton (NA) 

 

 

  Mell Robinson (MR) 
Jamie Gray (JG) 
Luke Tappenden (LT) 
Owen Howell (OH) 

(from 4) 
 
 
(Minutes) 

     
   Observing:  
     
     

   Lynn Thomas (CBC) 
     

 
1. Apologies for absence 
  
1.1 
 

Apologies for absence had been received from Cllr Daniel Ellis and Geoff Beales 
(CBC). 

  
2. Confirm minutes of previous meeting (18 October 2016) and matters arising 
  
2.1 The minutes were approved as a true record of the previous meeting and accepted 

for signing by the Chair. The points at 6.9 and 6.10 would be dealt with at this 
meeting as the Complaints Policy had been reviewed and further amended 
following feedback from Board Members. 

  
 It was agreed that item 9 should be moved up the agenda and seen at this point in 

the meeting. 
  
9. Property Services Quality Policy 
  
9.1 Committee was informed that there were no substantive changes being 

recommended. The only changes were to replace reference to Bob Barnes with a 
reference to Jamie Gray and to update the document to show the 2015 standards 
to which CBH adheres (replacing the 2008 standards). 

  
9.2 Decision: The revised Policy was approved. 
  
3. Performance Report (Q2) and Medium Term Delivery Plan Update 
  
 Performance Report/KPIs 
  

3.1 KL introduced the Report and briefed Members on the different KPIs.  
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3.2 KL informed Committee that, following questions asked by Members at the Q1 Ops 
meeting, she had looked into the issues raised and now suspected that we are 
currently under-reporting the number of times that homelessness has been 
prevented (interventions at early stages which are not captured within the figures 
reported). 

  
3.3 Households in B&B: KL gave an update to say that 38 households were in B&B at 

the end of October, and as of 21 November this number had dropped to 31. New 
hostel accommodation has been leased within the Borough by CBH and this has 
helped to bring about this reduction. 

  
3.4 Committee discussed street homelessness and the difference between this and 

begging. A project is ongoing with CBC to reduce street homelessness. The latest 
homelessness count (the previous week) had identified two individuals who held 
tenancies with CBH. CBH’s approach is to offer support and advice, but also to 
enforce the terms of tenancies (e.g. in the case of tenants who sublet out their 
property whilst rough sleeping. 

  
3.5 Regarding the time taken to re-let general needs properties, Committee were 

reminded that low turnover rates had helped lead to a quicker turnaround of void 
properties. The number of voids has been relatively low. MW expressed the 
possibility that people were maintaining tenancies rather than moving and risking 
being put on to a fixed-term tenancy should they need to return to a CBH tenancy 
in the future. 

  
3.6 MW explained that ‘Average days to complete a repair’ involved striking a balance 

between speed and cost effectiveness. A change to the target was being sought, 
with approval by CBC required. The change being sought was to move the target to 
the upper quartile level of 7.5 days average (mean) time to complete repair. This 
change will allow CBH to achieve the best balance between speed and cost 
effectiveness. 

  
3.7 Properties with valid gas certificate: MW informed Committee that a new contract 

commencing in April 2017, potentially with a handover to a new contractor. Work 
has been done with CBC to promote the adoption of an ‘MOT-style’ approach for 
gas certification (e.g. certification can be carried out up to a month before expiry of 
existing certificate, with new certificate running to a point 12months after the expiry 
date of the current certificate). The introduction of this depends on Parliamentary 
time being found to allow legislation allowing this approach to go through. NA 
explained that it was expected that the measurement of this KPI would change next 
year to measure the number of recertifications being carried out in the month that 
the original certificates expire. 

  
3.8 MW explained that the target for percentage of properties meeting Decent Homes 

Standard was expected to be met, with the data-cleansing issue that had caused 
an artificial spike being addressed by Property Services. 

  
3.9 First call resolution/: KL assured Committee that the drop in September had not 

been repeated and that the percentage achieved in October was back above 
target. Chair noted that callers on hold with the Customer Service line were not told 
their position in the queue. NA explained that he would be visiting the call centre 
and would check to see if it was possible to introduce this. KL explained that the 
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current system and staffing allowed us to meet the target of 25 seconds average 
waiting time and that any increase would have to involve significant additional costs 
(e.g. increase in staff). 

  
3.10 Stage 1 complaints upheld: RE explained the spike in August (6 Stage 1 

complaints upheld) These included two for repairs, one for Asset Management and 
two for Housing Management. The figures and details are not shown by the KPI 
percentages and should be noted to explain why. 

  
3.11 The general amount of former-tenant arrears stays at around the level of £320k. 

This amount stays fairly constant (but is dynamic with some arrears being 
reclaimed and new arrears added. 

  

3.12 Regarding efforts to increase the number of tenants paying by direct debit. A 
campaign is being run to encourage this, and the default procedure is to sign up 
new tenants to payment by direct debit. A choice of payment by standing order is 
also available. The number of days in the month on which direct debits can be set 
for has been increased from two to six. Tenants can have up to four direct debit 
dates per month (some pay weekly). 

  
3.13 MW informed Committee that the plan for next year’s Corporate Facilities 

Management plan and proposed budget (from the General Fund) are currently 
being drawn up for submission to CBC. 

  
3.14 KL and NA reminded Members that they would be happy to take suggestions as to 

what information would be of use to the Committee’s work. 
  
 Medium Term Delivery Plan 
3.15 KL covered the highlights and points to note. She noted that it might be possible for 

CBH to apply for the homelessness Gold Standard around the middle of next year, 
if the expansion of the PSL scheme can allow us to reduce the number of 
households in B&B. The PSL scheme continued to be well received by landlords, 
and the first tenants for PSL properties have already been signed up. Committee 
requested a 12-month review of the PSL. KL reminded Members that Board had 
authorized the scheme to take on up to 34 properties, with a report to Board for 
review when the scheme reaches 20 properties. 

  
4. Strategic Risks Affecting Operations 
  
4.1 KL presented and explained the risks. This included our duty towards those who 

are homeless or at risk, and the changes expected from the coming Homelessness 
Reduction Bill 

  
5. Complaints & Compliments Performance (Q2) 
  
5.1 RE presented the Q2 report and asked Committee to consider if they thought it 

worth reconsidering the target of five days for responses to be given to Members’ 
enquiries. Potentially this could be set to be in line with the ten-day target applying 
to responses to resident complaints. 

  
5.2 RE gave a breakdown of the policy disputes which had been raised. These 

included complaints about adaptations and allocations policies. 
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5.3 Committee enquired about complaints regarding the assisted gardening scheme. 

These complaints have now tailed off to zero. KL explained that a new contractor 
had taken on this scheme (keeping the front-line staff) and had changed the rounds 
for personnel, which had led to some loss of local knowledge, but this had now 
improved. Committee discussed the complaints which had resulted from the £1 per 
week charge. Some who had cancelled their place on the scheme had now 
returned, having realized the good value it represents. 

  
6. Complaints Policy 
  
6.1 KL detailed the reason for this Policy returning to Committee for further 

consideration. Geoff Foster had raised certain issues he was concerned with. This 
has led to a redrafted report and Policy. This includes the reintroduction of a Stage 
3. This was explained to Members, who were then asked to raise any questions or 
issues that they might have concerning the Policy 

  
6.2 RE noted that the Compensation Policy was also soon to be up for review. As there 

were no changes being recommended at this time, she suggested that this be 
presented straight to Board. Action: OH to provide a copy of the Policy to 
Committee Members and collect any feedback. 

  
6.3 MW explained that CBH can take up complaints where contractors have not 

satisfied the customer with their response to an initial complaint. All of our major 
contractors are asked to appoint a resident liaison officer to pick up problems 
quickly. 

  
6.4 Committee discussed policy disputes/complaints, noted that these could not be 

escalated to Stage 3 and that the Ombudsman would not take up such complaints, 
provided the policy in question has been followed. 

  
6.5 The use of the term ‘moral and ethical impact on the customer’ (in 10.3) was 

discussed. Concern was raised that this was too vague a wording and could not be 
satisfactorily defined. Action: RE to reword this phrase to clarify what is meant. 

  
6.6 Decision: Subject to the change mentioned at 6.5. Committee gave the 

recommendation that the revised policy be approved by Board. 
  
7. Resident Involvement Activities (Q2) 
  
7.1 MR presented her report and gave the highlights of CBH’s Resident Involvement 

activities during Q2. She suggested that the target for involved tenants be 
increased from 60 to a more aspirational level, as the current total as at the end of 
Q2 was 155. 

  
7.2 There are now fewer QAAs than there have been previously as the Community 

Caretakers have been asked to identify QAAs who have ceased to be active and 
remove them from the list. Recruitment efforts will be made, with a QAA meeting 
scheduled for December and MAD Days set to recommence in March. 

  
7.3 Regarding the Colchester Youth Awards (4.5 in the report) MR will be chairing their 

committee in 2017 as an independent chair. CBH will have to appoint a new 

86



representative to sit on that committee. 
  
7.4 MR informed Committee that three pairs of tickets to the Oyster Feast had been 

given away by CBH to involved tenants as part of the sponsored tickets scheme. 
Tenants who had been involved with CBH for at least four weeks were entered into 
the draw, with winners selected by random number generation. 

  
7.5 DP asked MR to give her details to Claire Holland so that they could discuss 

Equality Ambassadors and to see if DP can assist with this initiative. Action: MR to 
discuss this with Claire Holland. 

  
8. Proposed Work Plan 2017 
  
8.1 OH explained that the Committee work plan had been drafted for 2017. The 

meeting calendar for January 2017 to May 2018 had also been drafted. Both of 
these were being checked by DMT and will then come to the Committee Chair and 
then Committee to discuss, potentially amend, and then approve. 

  
8.2 OH confirmed that he could add Committee Dates to Committee Members’ diaries 

(for those Members who use Outlook). Action: OH to add Committee dates to 
Members’ Outlook Calendars once meeting calendar is approved. 

  
8.3 KL explained that the aim was to move from four interim Committee meetings per 

year to two. A Housemark briefing has been arranged for 12 January to discuss 
KPIs, best practice from across the sector and benchmarking. The Housemark 
report will be emailed to all Committee Members ahead of this meeting. Action: KL 
to ensure Members receive the report. 

  
8.4 The Interim Meeting scheduled for 23 March is being proposed as a 

training/briefing session on the provisions in the Homelessness Reduction Bill and 
Housing and Planning Act. 

  
10. 
 
10.1 

Any other business 
 
Chair informed Members that the TLCC had asked for Board to give suggestions 
as to future scrutiny topics. Members suggested that TLCC might like to scrutinise 
the provision of temporary accommodation in the Colchester Borough. Decision: It 
was agreed that this suggestion be given to TLCC. MR to do this. 

  
 There being no further business, the meeting concluded at 18:34. 
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Draft 2017 Board Forward Plan 
 
 
Date Item Committee Presenting 

21 Feb 
17 CBH Budget 2017/18 report  DoR 

 Medium Term Delivery Plan approval Ops Feb ‘17 DoH/SDM 

 TLCC Report on Scrutiny Project n/a TLCC/RIO 

 Strategic Risk Register Review  F&A DoR 

 Health & Safety Policy Statement – to 
be signed by CEO and Chair n/a CEO 

 

Recommendation to hold Resident 
Board Member elections in 2017, with 
selections in future years + change in 
Recruitment Policy & procedure 

G&R Nov ‘16 

BAO 

 Trading Strategy BOP CEO 

 Board Member Code of Conduct  G&R Nov ‘16 BAO 

  

25 Apr 
17 

Corporate Facilities Management 
Annual Review n/a DoPS 

 HR Strategy/Organisational 
Development Plan G&R April HoHR 

 Whistleblowing Policy F&A March 
‘17  

DoR 

 Strategic Risk Register Review  F&A DoR 

  

14 Jun 
17 

Annual Health & Safety Report n/a DoPS 

Strategic Risk Register Review  F&A DoR 

Annual Health & Safety Report n/a DoPS 

  

20 Jul 17 

Standing Financial Instructions F&A Jun ‘17 DoR 

Scheme of Delegation G&R Apr ‘17 BAO 

Hospitality & Gifts Policy G&R Apr ‘17 BAO 

Strategic Risk Register Review  F&A DoR 
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Date Item Committee Presenting 

Approval of Company Accounts F&A Jun ‘17 DoR 

    

19 Sep 
17 

Strategic Health & Safety Policy G&R Jul ‘17 H&SM 

Approval of Company Annual Report n/a CE/Chair 

Annual Equality & Diversity Report n/a DoR 

Annual Report from F&A F&A Jul ‘17 DoR 

Strategic Risk Register Review  F&A DoR 

Annual HR Report n/a HoHR 

Information & Confidentiality Policy G&R Jul ‘17 BAO 

 

25 Oct 
17 

Noting of Resident Board Member 
election results n/a Chair 

 
Strategic Risk Register Review F&A 

DoR 

 

 Code of Governance Review G&R Jul ‘17 DoR 

 ‘Social Housing Market Analysis’ 
Presentation n/a (CBC) 

  

29 Nov 
17 

Staff Code of Conduct G&R Nov ‘17 HoHR 

Annual Resident Involvement Report n/a DoH 

Strategic Risk Register Review  F&A DoR 

  
 
 
 
 
Reports to be scheduled: 
 
Trading Opportunities: Year One Review BOP Chair 
Working Smarter Project    DoR 
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