COLCHESTER BOROUGH HOMES LIMITED
EIGHTY-SECOND BOARD MEETING
To be held 5.30 pm, Wednesday 29 April 2015
Room 1, First Floor Rowan House
Sheepen Road, Colchester
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 1)
To approve as a true record the minutes of the meeting held on 24 February
2015, and to deal with any matters arising

4.

Voice Your View

ITEMS FOR DECISION
5.

Asset Management Strategy (Page 11)
Matt Armstrong, Head of Asset Management

6.

Risk Management Strategy (Page 17)
Brian Richardson, Director of Resources

7.

Customer Service Strategy (Page 41)
Karen Williams, Head of Housing

8.

Communications Strategy (Page 61)
Kathy Healy, Housing Manager

9.

Board Members’ Expenses Scheme – update (Page 75)
Berkeley Young, Board Assurance Officer

10.

Code of Governance Review and Update (Page 91)
Brian Richardson, Director of Resources

ITEMS FOR DISCUSSION
11.

Implementation of new CBC/CBH Management Agreement – Progress
Report April 2015 (Page 101)
Greg Falvey, Chief Executive

STANDING ITEMS
12.

Finance Assurance Report (Page 119)
Director of Resources

13.

Performance Assurance Report (Page 123)
Karen Loweman, Director of Housing
Continued…/

14.

Committee Minutes (Page 127)
Board members are invited to raise questions and comments on the following
items:
(i)
(ii)
(iii)
(iv)

Operations
Finance & Audit
Governance & Remuneration
Operations

12 February 2015
10 March 2015
24 March 2015
9 April 2015

15.

Forward Look (Page 147)
An update of future decisions required and items to be discussed at future
Board meetings.

16.

Any Other Business

17.

Exclusion of the Public

Meeting Dates for 2015
Wednesday 17 June

Wednesday 9 December

Tuesday 15 September
Tuesday 27 October (inc AGM)
All meetings start at 5.30pm and take place in Room 1, Rowan House except for the
meeting on Tuesday 27 October (venue to be decided).

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

Minutes of the Eighty-First Board Meeting
Held on 24 February 2015 at 5.30 pm
In Room 1, Rowan House
Sheepen Road, Colchester CO3 3WD
Present:
Anne Grahamslaw
Nigel Chapman
Alan Blois
Michala Carey
Geoff Foster
Ray Gamble
Tina Graves
Glenn Houchell
Mike Lilley
Julie Parker
Dionne Philp

(Chair)
(Vice Chair)
(Vice Chair)

In Attendance:
Greg Falvey
David Lincoln
Karen Loweman
Mark Wright
Richard Dowling
Merle Johnson (TLCC)
Gerardine Murphy
Karen Paton (CBC)
Karen Williams

Berkeley Young

(Minutes)

Observing:
Gareth Mitchell
Maura Broad
Jan Sexton
James Watson

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

1.

Apologies and Quorum

1.1

Apologies had been received from Nigel Offen. Anne confirmed that the
meeting was quorate.

1.2

Anne welcomed guests and members of the TLCC to the meeting, and noted
that Merle Johnson would be presenting the group’s comments on two agenda
items.

2.

Declarations of interest by board members and officers

2.1

There were no new declarations of interest.

3.

Minutes of the meeting held 12 December 2014

3.1

The minutes of the previous meeting were agreed as an accurate record and
signed by the Chair.
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4.

Voice Your View

4.1

Mr St Pierre, a tenant at Mary Frank House, outlined a number of concerns
shared by residents of his sheltered housing scheme (responses from Mark
Wright in italics):
• Lighting – the circuits needed replacing but no date for this work had been
given. The cost of work figures provided in response to a request for
information under the Freedom of Information varied greatly (£8.51 to £125)
for the same job. The circuit was part of the capital programme the board
was discussing at item 9 on the agenda. Subject to agreement, it will be
completed by summer 2015. CBH will communicate with the resident group
at Mary Frank House about the type of light fitting to be installed (eg, motion
sensor), but it would definitely be LED lighting. The FOI response did set out
actual costs inclusive of materials and labour, based on the schedule of
rates. The variation in costs reflected single and multiple jobs.
• Showers – these had been repaired but were all out of action again after 10
days. This had been reported today and an inspection would be raised.
• Sewage smell – the pipes had been inspected and no fault found, but the
smell remained. This would be inspected.
• Tiles – those above the window of flat 54 flapped in the wind, keeping the
tenant awake at night. This had not been repaired despite being report over
a year ago. Mark to investigate the delay tomorrow.
• Lamppost in the first car park has not been repaired. Mark to pick up with
repairs tomorrow.

4.2

Mr Matthews, a tenant at Mary Frank House, expressed his thanks on behalf of
other residents to David Carter and the gardening team for the excellent work
they had done and to Mark Wright and the repairs team for the individual
repairs carried out. He raised the following concerns (responses from Karen
Loweman in italics):
• Communal areas – the painting, décor and furnishings were faded and
worn, and the curtains had never been cleaned. Residents were keen to
make it better and wanted help from CBH. The sheltered investment
programme included the refurbishment of lounges and CBH would write to
Mr Matthews to let him know when this would be done.
• Guest Room – people staying in the room were using residents’ facilities, as
there were no tea-making facilities in the guest room. Residents would also
like to know what happens to money collected from room bookings. Guest
room rental charges covered the cost of maintaining the room. Fifty percent
of the income went into the scheme’s social fund. Karen to supply further
details outlining the use of funds.

4.3

Action: Mark Wright and Karen Loweman would ensure that the actions
agreed above were carried out and residents and Board members were kept
informed of progress.
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4.4

Alan Blois invited residents of Mary Frank House to submit an application for
funding to the Community Budget Group. Action: Alan to speak with Mr
Matthews after the meeting.

4.5

The Chair thanked Mr St Pierre and Mr Matthews for taking the time to bring
their concerns to the Board’s attention.

5.

New Independent Board Member

5.1

Julie Parker left the room for this item.

5.2

Berkeley Young introduced the report, noting that details of the four shortlisted
candidates had been circulated to Board members before the interview.

5.3

The appointment of Julie Parker as Independent Board Member was approved.

6.

Tenant Board Member Recruitment Process

6.1

Alan Blois and Michala Carey left the meeting for this item due to a potential
conflict of interest.

6.2

The TLCC had reviewed the report and welcomed the proposal to include an
election in the tenant board member recruitment process in 2015. Members felt
that the pre-election interview should only screen out unsuitable candidates,
not reduce the number of candidates to a pre-set number. CBH should
consider incentivising voting to encourage resident participation, and TLCC
members will ask their contacts in other organisations about their experiences
of this. The TLCC would like to be involved in evaluating tenders for the
election process. The TLCC would like the Media Panel to consider any
communications sent to residents about the selection process to ensure they
are tenant-friendly.

6.3

Berkeley Young introduced the report, stating that CBH welcomed the TLCC’s
comments and would act in accordance with their proposals. It was suggested
that CBH could donate to charity to incentivise response rate.

6.4

Glenn Houchell raised a concern about holding the election during school
holidays when residents may be away from home. It was noted that the voting
period would overlap holiday and term time and was scheduled to make best
use of the publicity available through the August edition of Housing News &
Views.

6.5

At the request of a Board member, further discussion on this item would take
place within the confidential part of the meeting before any decisions were
taken.

7.

Budget 2015/16

7.1

David Lincoln introduced the report.
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7.2

Nigel Chapman, Chair of the Finance & Audit Committee, noted that the budget
had been scrutinised in detail and approved at December’s committee meeting.

7.3

The Board approved the CBC Management Fee Funded Budgets and noted
the CBC Delegated Budgets.

8.

Medium Term Delivery Plan Supplement 2015/16

8.1

Gerardine introduced the report, noting that the Key Performance Indicators
had been agreed at February’s Operations Committee and agreed by CBC.

8.2

The ‘Resources’ section on page 3 of the supplement would be updated at the
end of March when final figures were available.

8.3

The comments on the KPIs were noted:
• 10 – the annual target of 0% homes non-decent was being changed to a
five-year target in light of the new Asset Management Strategy. Annual
targets would be profiled after the strategy was formally agreed.
• 11 – the repairs and voids cost per property had been agreed at £543 per
property.
• 17 – the leasehold service charge collection rate target should be 98% not
97.5%.

8.4

Glenn Houchell notified Gerardine of a number of minor amendments to the
formatting of the document. Action: Gerardine to amend before publication.

8.5

The MTDP Supplement 2015/16 was approved.

9.

Final Housing Investment Programme 2015/16

9.1

Mark Wright introduced the report, noting that members had seen the detail in
December 2014.

9.2

Para 5.2 – Mark explained that ‘pooled receipts’ had been utilised first, and any
new investment made under the HRA business plan would be through
borrowing.

9.3

Para 8.10 – Mark noted that there were seven sewage treatment works, but
two were being transferred to Anglian Water. After April 2016, it is expected
that four will remain and will require work to replace equipment.

9.4

Para 8.12 – Mark explained that none of the refurbished garage sites had
potential for development, and investment had been targeted at garages in
areas with high demand. The capital investment in garages was intended to
secure a revenue stream from future garage lets.

9.5

The TLCC had reviewed the HIP at their meetings.in November and February,
and had asked that all tenants have access to a guide for making the best use
of electricity generated by PV cells. Matt Armstrong explained that one of the
two contractors had been slow to give out the guide to tenants and this was
being followed up.
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9.6

The Board welcomed the Council decision to accept the proposed five-year
HRA HIP and directed officers to implement the 2015/16 programme in
accordance with the requirements of the Council and the Medium Term
Delivery Plan.

10.

Advertising Revenue

10.1

Gerardine Murphy took members through her report.

10.2

Gerardine clarified that the Council Advertising Network (CAN) only accepted
adverts that local authorities would consider suitable, so payday loan
companies could not be part of the scheme.

10.3

Under the scheme, CBH would be provided with a list of advertisers each
month and could, without having to give a reason, veto any deemed
inappropriate. It was not possible to view adverts before they went live on the
website, but adverts could be removed immediately if desired. The London
Borough of Hackney is members of the network and is satisfied with the
responsiveness to requests. They report no complaints from residents.

10.4

The advertising policy would be on the website and the website would clearly
state that CBH was not recommending or endorsing the products advertised.
The word ‘advertisement’ could be placed underneath each advert. CBH could
restrict which adverts go on which pages. There was no plan to extend the
adverts to the intranet but staff would be consulted prior to this step being
taken.

10.5

The Reading Panel had looked at the policy and expressed the view that they
would prefer not to see three of the advertisers under pharmaceuticals. The
Media Panel would prefer not to see banks/building societies. However, banks
are part of financial services so we would have to remove insurance companies
too. In addition, CBH is also committed to promoting bank accounts as part of
our Financial Inclusion Strategy. It was suggested that ‘high interest credit’
might be a suitable category to exclude.

10.6

The proposed contract with the CAN was for 12 months, with a six-month
notice period or 20 working days in the event of a breach. It was proposed that
the Operations Committee take responsibility for monitoring the policy and
receive reports on its implementation.

10.7

Board members agreed a 12-month trial of carrying advertising on the CBH
website via the CAN and agreed the new Advertising and Sponsorship Policy.

11.

Estate Management Strategy

11.1

Richard Dowling introduced the report, noting that the purpose of the strategy
was to deliver a cleaner, greener and safer Colchester, providing estates where
people want to live and which we are proud of. The strategy co-ordinated
existing structures and processes to ensure that money was delivered
effectively and efficiently.
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11.2

Dionne Philp conveyed the views of a number of local residents she had
spoken to, who were enthusiastic about the recently introduced recycling,
refuse collection and parking initiatives on Greenstead.

11.3

The Estate Management Strategy was approved by the Board, who agreed that
it should be reviewed in February 2018.

12.

A New Housing Strategy for Colchester

12.1

Karen Paton (CBC) introduced the strategy and asked for comments from
board members before it was taken to Cabinet on 18 March.

12.2

The first section of the strategy addressed the question of increasing the supply
of social housing. CBC sought to meet affordable housing targets and would
look at new initiatives as they were presented, including self-build. The strategy
did not address the issue of building up rather than out, which was more an
issue for planning. The strategy did commit CBC to taking action to bring empty
homes back into use.

12.3

The Housing Strategy had been used to set Medium Term Delivery Priorities,
which fed into key objectives. A progress report was produced annually and
shared with all key stakeholders.

13.

Financial Inclusion Strategy

13.1

Karen Williams introduced the Financial Inclusion Strategy action plan, which
highlighted the activity of the Financial Inclusion Team over the past 12
months.

13.2

There was a discussion about whether the strategy should be part of the Code
of Governance and therefore brought to Board for formal approval. It was
agreed that the strategy was now operational, and the Operations Committee
would monitor the action plan. The strategy would be taken back to the
committee should it change significantly.

14.

TLCC Report – Decent Homes KPIs

14.1

Merle Johnson introduced the report, which highlighted the findings and
recommendations from the TLCC’s first scrutiny topic. Matt Armstrong, Head of
Asset Management, had agreed to all the recommendations apart from two that
were not possible to implement.

14.2

Merle explained that TLCC members had received strong support from the
Tenant Participation Advisory Service (TPAS) and were now become familiar
with the scrutiny process. The next topic was an in-depth look at the outcomes
and benefits of the pre-tenancy workshops.

14.3

The board commended the TLCC for their work and thanked them for their
report.
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15.

Finance Assurance Report

15.1

David Lincoln introduced the report, noting that the revised Risk Strategy would
be presented at the next Finance & Audit Committee meeting and April’s board
meeting.

15.2

Para 4.5 – The budget did not reflect £150k of additional income from
leaseholders. This was an oversight, not normal practice.

15.3

Ray Gamble noted that it was David Lincoln’s last board meeting and, on
behalf of the board, thanked him for his work.
Nigel Chapman left the meeting.

16.

Performance Assurance Report

16.1

Karen Loweman took members through the report, focusing on the areas
where performance was below target (ambers and reds).

16.2

Para 4.3 – CBH expected to reduce the number of households in temporary
accommodation month on month. Most households in temporary
accommodation were now in private rented or hostels, rather than bed &
breakfast.

16.3

Para 4.4 – The refurbished accommodation at Worsnop House had been
marketed to households under-occupying in an effort to continue reducing
under-occupation.

16.4

Para 4.5 – While the KPI for Tenancy Audits completed is red, the Operations
Committee was satisfied with the explanation and the work being carried out.

17.

Committee Minutes

Finance & Audit
17.1

Glenn Houchell noted that the meeting mainly focused on the 2015/16 Budget,
which the board had reviewed earlier in the meeting.
Operations

17.3

No comment was made.
Governance & Remuneration

17.5

Greg Falvey explained that the Operational Scheme of Delegation sat under
the Strategic Scheme of Delegation, which the board approved in July 2014.
The Operational Scheme was being reviewed by DMT and would be circulated
to board members when completed.

18.

Forward Look

18.1

No items were added.
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19.

Any Other Business

19.1

Greg Falvey explained that the separate ‘Items for Information’ papers, which
contained the Chief Executive’s Report and the Board Members’ Activities
Report, was in response to an action from the Board Away Day. The aim was
to ensure items for decision were not crowded out by information items, and
more papers would be migrated to the separate pack over time. Feedback from
board members was welcomed.

19.2

Geoff Foster requested that the agendas from committee meetings be
circulated to all board members so everyone was aware of the business
conducted in committees they did not attend. Concerns or issues should be
raised with the chair of the committee. Action: Berkeley Young to circulate
agendas as requested.

The meeting closed at 7.15 pm.
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List of Actions from Open Board Meetings
24 February 2015
Item

Action

Who

By when

Done

Mar 2015



Karen Loweman

Mar 2015



Alan Blois

Feb 2015



Gerardine Murphy

Feb 2015



Ongoing



Re Mary Frank House:




4.3

Raise inspection of showers
Mark Wright
Investigate sewage smell
Investigate delay to tile repairs
Raise repair for lamppost in first car park.

 Write to let Mr Matthews know date of
lounge refurbishment
 Supply further details outlining use of
funds from guest room.
Karen has visited Mary Frank House and a
‘skip day’ to clear unwanted items has been
organised for 15 May.

4.4

Speak to Mr Matthews about Community
Budget Group funding.
Alan spoke to Mr Matthews about funding
and an application has been received.

8.4

Amend MTDP 2015/16 Supplement as
agreed.

19.2

Circulate committee meeting agendas to all
Berkeley Young
board members for information.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

5

SUBJECT:

Asset Management Strategy

REPORT BY:

Matt Armstrong, Asset Manager
 (01206) 506917
 matthew.armstrong@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

That the Board adopt the joint Colchester Borough Council (CBC) and
Colchester Borough Homes (CBH) updated and refreshed Housing Asset
Management Strategy (AMS) prior to the formal Portfolio Holder decision to
adopt it.

2.

Introduction

2.1

The housing stock represents Colchester Borough Council’s highest value
asset and its repair and maintenance its largest liability. The property owned
is worth many millions of pounds, either as capital assets or as revenue
generating assets and therefore planning for its sustainable future is
important.

2.2

The purpose of the Asset Management Strategy is to record Colchester’s
current position in relation to its housing stock and set out a number of key
actions that will further improve service and operational delivery, together
with informing future investment decisions.

2.3

A report and overview was presented to the Council’s Leadership Team on
26 February 2015 and the decision to adopt the updated strategy was
delegated to the Portfolio Holder for Housing.
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3.

Background

3.1

The Asset Management Strategy was written and adopted by the CBH Board
and CBC Cabinet in 2010. The strategy refers to and is closely linked to other
Council and CBH strategies which have since been updated, they include:


The Council’s Housing Strategy



The Housing Revenue Account 30 year Business Plan



The CBH Annual Delivery Plan

3.2

The Board will be aware that the old HRA subsidy system has been replaced
by HRA Self-Financing. The main driver under the new system is to retain
100% of the housing rental income locally to maintain stock decency and to
start to invest in other programmes identified in the AMS while at the same
time servicing the additional debt incurred through HRA Reform. Both
inflation and borrowing costs have an impact on the assumed level of
resources available to fund the investment programme and this will continue
to be monitored against the requirements of the stock in the Business Plan
and reported to the Board annually.

3.3

An AMS is fundamental to the successful delivery of Colchester’s objectives
within the context of its Strategic Plan 2015-18 by regenerating our Borough
through buildings, employment, leisure and infrastructure.

4.

AMS Key Outcomes

4.1

The strategy delivers the following:


Defines Colchester’s position with regard to asset management and how
this aligns to core business objectives.



Defines needs, future trends and changes influencing these.



Defines the stock, its condition, use and required re-investment over the
next 30 years.



Identifies the risks and issues relating to the housing assets and how
these may be reduced.



Defines the methodologies and implementation processes for the
Strategy; and



Establishes frameworks and templates for monitoring, recording and
evaluating performance.

5.

Financial Implications

5.1

The financial implications are considered in detail within the Strategy and in
line with the HRA 30-year Business Plan.

6.

HR and Legal Implications

6.1

None.
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7.

Health & Safety Implications

7.1

All Health & Safety implications are addressed through the delivery of the
Strategy. Training, monitoring and funding are factored into the delivery to
ensure CBH protects our tenants, staff, contractors and members of the
general public and in doing so meets its legal obligations.

8.

Equality & Diversity Implications

8.1

The Asset Management Strategy recognises, understands and supports CBC
and CBH policies concerning Equal Opportunities, Diversity and Human
Rights.
The generic Equality Impact Assessment for the Decent Homes programme
and the five-year Investment programme is available to view on the CBC
Website.

9.

Residents at the Heart

9.1

Both CBC and CBH recognise that residents play a central role in future
policy setting and, to that end, both tenant and leaseholder representation
have been consulted during the production of this strategy. This is
additionally supported through the new Management Agreement with CBC
and the Resident Engagement Protocol to encourage involvement. Dedicated
task and finish groups will monitor the strategy where appropriate.

9.2

The Head of Asset Management presented a summary of the updated
Strategy to the TLCC on the 10 February 2015.

10.

Risk Management

10.1

The risks associated with delivering the Strategy are addressed financially
through the HRA Business Plan, which is reviewed annually and individually
on each project and contract by following procurement procedures and
adopting good project management processes.

11.

Appendices

11.1



Appendix 1 – Asset Management Strategy Overview



Appendix 2 – Asset Management Strategy (sent out electronically to
board members due to document size)
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5. Appendix 1 - AMS Summary

Housing Asset Management Strategy Summary
This document summarises the key aspects of the updated Colchester [CBH & CBC] Housing Asset
Management Strategy [AMS]. The AMS is designed to support the delivery of CBH and the Council’s wider
aims and objectives. The updated AMS reflects current best practice and is reflective of the fact that
Colchester is now a ‘self financing’ organisation.
The stock is located in an area of relatively high demand; it comprises a mix of flats within blocks and street
properties.
Strategic Asset Management Objectives
Colchester wishes to ensure that the housing stock and related assets that it manages:
1.
2.
3.
4.
5.
6.
7.
8.
9.

Are appropriately maintained in accordance with an agreed Colchester Standard;
Are located in well managed and attractive environments that feel secure and welcoming;
Continue to maintain the Government’s Decent Homes Standard (on an agreed programme cycle);
Are healthy and safe places to live (free from Category 1 Housing Health and Safety Rating System
hazards);
Are viable and deliver a positive yield over the business planning period (ideally with an improving
Net Present Value [NPV] and high levels of demand);
Meet the needs and aspirations of residents, contributing to high levels of resident satisfaction (with
both the property and the neighbourhood);
Can be heated efficiently and cost effectively (whist reducing the overall environmental impact);
Are not maintained simply because they are part of the portfolio, but are actively challenged against
a range of assessments that consider their viability and contribution; and
Contribute positively to the local community.

In order to deliver its AMS, Colchester must ensure that the requirements of the stock are affordable in the
context of its Business Plan, and that this is ‘joined up’ with competing pressures for Housing Revenue
Account [HRA] finance (including the delivery of aspirational improvements within the existing stock, such as
energy efficiency projects, and also with new build provided through a development programme).
Principles for Delivery
To deliver its asset management objectives, Colchester will:
A. Support a professional asset management team, responsible for all ‘planning’ as opposed to
‘delivery’ functions;
B. Listen to the views and aspirations of all stakeholders;
C. Consider the impact of all proposals on tenants as well as leaseholders;
D. Work with residents through tenancy audits to ensure that homes are being looked after;
E. Actively manage, maintain and use its asset data within its Asset Management Database (Northgate
SAM);
F. Improve the quality and currency of the asset data held, through undertaking regular stock
condition surveys;
G. Obtain updates on condition records through a range of sources, including works completed data;
H. Actively obtain and then manage data relating to health and safety compliance acting promptly to
tackle any issues or matters for concern;
I. Consider the options for continued delivery of works post the Decent Homes backlog programme;
J. Develop programmes of work from the asset data, based upon agreed area and delivery method
objectives (over a programme period of not less than 5 years);
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5. Appendix 1 - AMS Summary

Housing Asset Management Strategy Summary
K. Procure works and services for delivery that provide best value for money and good standards of
quality;
L. Maintain an Asset Management Group (with all key stakeholder groups represented), this group will
review and monitor proposals, objectives and delivery;
M. Use a Viability Model to assess the performance of the existing assets (demand, NPV etc.) prior to
inclusion of ‘core stock’ in the delivery (works) programme;
N. Undertake options appraisals (following an agreed process) of stock that fails to meet the
requirements of ‘core stock’ or where appraisal is otherwise desirable;
O. Undertake as much work as possible in a pre-planned way, thus reducing reactive works to a
minimum;
P. Assess the condition, performance and opportunities associated with related assets (including
garages for example);
Q. Inform and be informed by the aims and objectives of a Development Strategy; and
R. Consider opportunities ‘joined-up’ wider area regeneration and for the development of new
accommodation that meets the housing needs of the wider community.
Action Plan
The key actions that are required over the next 12 months include:
I.
II.
III.
IV.
V.
VI.
VII.
VIII.
IX.
X.
XI.
XII.
XIII.
XIV.
XV.
XVI.
XVII.

Approve and adopt the updated AMS;
Review the function and outputs of the Asset Management Group;
Update the Asset Management Database (SAM) to the latest version and receive relevant training on
the new functionality of this database;
Develop and populate an updated whole stock Viability Model (work in progress);
Introduce a new Options Appraisal template (currently in draft) and commence appraisals;
Complete the current rolling programme of stock condition surveys (100%) to improve the quality
and accuracy of the asset data held;
Commission an updated engineering appraisal of the non-traditional property structures to ensure
that they are sound and to validate the re-investment levels over the business planning term;
Conclude surveys of garage sites and evaluate, then act upon, results;
Collate data on other ‘related assets’ and consider opportunities (using geographic information
systems [GIS] mapping to identify neighbouring opportunities);
Work closely with the Council to develop and agree a Development Strategy that aligns with the
AMS and delivers new development strategically and not opportunistically;
Continue to consult with residents and stakeholders about their current priorities and aspirations;
Review the CBH Standard (both internal and external/estate areas & common parts);
Consider the options for delivery post Decent Homes Backlog Programme completion;
Identify agreed estate/neighbourhood delivery areas on the GIS mapping system;
Undertake an independent audit of health and safety compliance activities (as part of ISO 18001
accreditation);
Consider optional 30 year business plan delivery profiles (with various standards) and agree a
preferred solution; and
Develop a new 5 year programme of works based on agreed business plan profile.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

6

SUBJECT:

Risk Management Policy and Strategy

REPORT BY:

Brian Richardson, Director of Resources
 (01206) 282354
 brian.richardson@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

That the board accepts the recommendation of the Finance & Audit
Committee to formally approve:
(a) the Risk Management Policy and Strategy
(b) the Risk Management Action Plan

2.

Introduction

2.1

The Risk Management Policy and Strategy was scrutinised by the Finance &
Audit Committee at its meeting on 10 March 2015. No changes were made.

2.2

The implications and risks of the new strategy remain the same as on the
report to the Finance & Audit Committee.

3.

Appendices

3.1

The following documents are appended to this report:
 Appendix 1 – Report to Finance & Audit Committee
 Appendix 2 – Draft Risk Management Policy and Strategy.
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6. Appendix 1 - Report to F&A
REPORT TO COLCHESTER BOROUGH HOMES BOARD
Finance & Audit Committee
DATE:

10 March 2015

TIME:

4.00 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

9

SUBJECT:

Risk Management Strategy

REPORT BY:

David Lincoln, Director of Resources
 07735 562048
 david.lincoln@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

Review the Strategy and Action Plan.

1.2

Recommend the Strategy to the Board, subject to any amendments made at
this Committee.

2.

Background

2.1

The Risk Management Policy and Strategy was presented to the Committee
on 24 January 2012. An Action Plan was agreed and the progress report
against this has been monitored by the Committee. This is now complete.

2.2

Two workshops were set up in 2014/15 led by Mazars Public Sector Internal
Audit Ltd – our internal auditors. The key outcome of this was that when
measured against the Risk Performance Ladder (Appendix 3 to the Strategy)
it was generally felt that the Company was at level 2.

2.3

The members of this Committee and the Chair of the Board considered it
appropriate and proportionate for a company of this size and risk to move to
level 3. The new Action Plan on page 11 of the strategy sets out how to
achieve this. Any changes to the Strategy are track changed for easy
identification.

2.4

Members are asked to review the Strategy and Action Plan and make any
comments or amendments.

3.

Financial, HR, Legal, Health & Safety, Equality & Diversity and Residents
at the Heart Implications

3.1

None.
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4.

Risk Management

4.1

If the Company does not have a robust Risk Management Strategy and Action
Plan, then its progress to achieving its key goals will be impaired or
unachievable.

5.

Appendix

5.1



Appendix 1 – Risk Management Policy & Strategy
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Risk Management Policy &
Strategy

Author: David Lincoln, Director of Resources

1.21

Version number:

Date:

December 2012February
2015
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Risk Management Policy Statement
A key component of Colchester Borough Homes’ corporate governance
framework is to manage risks effectively in order to make a positive
contribution towards the achievement of the company’s corporate aims and
objectives and to maximise the opportunities to achieve its vision. It will then
obtain assurances about the management of those risks.
The company is committed to the proactive management of key external and
internal risks and actively promotes the principles of effective Risk
Management throughout the organisation and its partner organisations.
The company’s Risk Management Strategy and framework will apply best
practice to the identification, evaluation and control of key risks and ensures
that any residual risks are at an acceptable level. This will be achieved
through:
•

•

•

Adopting an effective and transparent corporate approach to proactive
Risk Management by the company and the work of key external
partners.
Integrating Risk Management into the operational and management
practices and procedures of the company to promote a culture of risk
awareness.
Providing information to support the company’s annual assurance
statement, as to the effectiveness of the arrangements for risk
management and internal control mechanisms.

Colchester Borough Homes will achieve these aims by implementing a Risk
Management Strategy and supporting framework. The policy statement and
strategy will be reviewed periodically as required, to ensure their continued
relevance to the company.

Anne Grahamslaw
Chair of Board

Glenn Houchell
Board Risk Champion

Greg Falvey
Chief Executive

15 February 2015
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1. Introduction & purpose
1.1 Colchester Borough Homes recognises that it has a responsibility to
manage risks (both threats and opportunities) and, therefore, supports a
structured and focused approach to managing them by adopting a Risk
Management Strategy. The company recognizes that the resources
allocated to manage risks should be proportionate to the nature of the
risks faced and the overall resources available.
1.2 The adoption of athis formal Risk Management Strategy and associated
process will enable Colchester Borough Homes to review its operations,
revisit current risks, identify new risks and implement measures to
manage risks. This will therefore, enable the company to better achieve
its corporate objectives and enhance the value of the services it provides
to the community.
1.3 The company recognises that effective risk management is essential for
the company, together with its partners, to achieve its strategic
objectives. To attain this, it needs strong leadership from officers and
members, with clear strategies in place, together with trained and
engaged staff.
The strategy sets out:
• A Definition of Risk
• The Aims and Objectives
• The Process
• Risk control and Structure
• Future actions

2. Definition
2.1 Risk can be defined as ‘uncertainty of outcome whether positive
opportunity or negative threat, of action and events’. In other words, the
chance of something happening that will affect Colchester Borough
Homes’ ability to achieve its mission, aims and service improvement
actions.
2.2 Risk Management is the process in which risks and opportunities are
identified, evaluated and controlled and can be summarised as:
• Maximising opportunities for innovation, whilst identifying and
managing opportunities and risks attached to them, in order to achieve
objectives.
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2.3 There are a great number and type of risks and many different headings
under which to group them. Colchester Borough Homes has categorised
the headings as follows:
•
•
•
•
•

Reputational
Economic and Financial
Professional
Governance
Technological

2.4 Within these categories, risks are then further divided between strategic
and operational risks.

3. Aims and Objectives
3.1 The broad function of risk management is to help the company deliver its
objectives and to protect the assets and resources against risk in the
most efficient way. The organisation’s strategic approach to risk
management is to:
• Identify and assess the opportunities and risks to which the
organisation is exposed, both at strategic and operational level, to
enable their effective management
• Within the business planning and service planning processes, integrate
appropriate measures to ensure that all areas are avoiding, reducing
and controlling opportunities and risks
• Support staff in their responsibilities for carrying out risk management
and promote the benefits of risk management
• Enable effective service delivery to our residents and minimise the risk
of service failure
• Protect physical assets, promote employee safety and maximise
resources
• Learn from risk failures to improve the systems of internal control and
risk management
• Promote good governance
• Embed the culture of risk management throughout Colchester Borough
Homes
3.2 Risk Management means identifying the risks facing Colchester Borough
Homes and then deciding what, if anything, should be done about them.
Risks can have both adverse and positive consequences for the
organisation and the risk management process helps to assess what
these are likely to be. It also allows the organisation to make an
informed decision about how to deal with the identified risk. Aspects of
risk management are summarised below.
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Strategic
Risks

Other
Risks
Effective Risk
Management

‘Doing the Right
Things’

‘Doing Things
Right’

3.3 Risks can never be eliminated completely, so risk management is used
to ensure risks are identified and their consequences understood. Based
on this information action can be taken to ensure appropriate resources
are directed at controlling the risk or minimising the effect of the potential
loss. Risks may be dealt with in the following ways:
• Tolerating the risk – If the company is unable to do anything to reduce
the risk, or it is too costly to mitigate effectively, it may require
contingency planning to deal with the risk in case the risk occurs (it may
also be possible to insure against this).
• Terminating the risk – It is not always possible to eliminate a risk but it
may be possible to stop the activity giving rise to the risk.
• Treating the risk – There may be an appropriate way to constrain it to
an acceptable level
• Taking advantage of the risk to gain a potential benefit – This is
done in conjunction with the above actions, as whilst the risk might
pose a threat to the organisation, there may be opportunities to be
exploited from it.

4. Risk Management Process
4.1

Risk is measured in terms of likelihood (the possibility of it happening)
and impact (the effect it would have on the company if it did happen).
Colchester Borough Homes measures the probability of risks occurring
and potential impact using a five level matrix. The matrix is attached to
this strategy.

4.2

The analysis of risk using the matrix results in a risk map which is
divided into four sections. This is summarised in the diagram below.
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High

Housekeeping
These risks have a high
likelihood of happening, but
discrete occurrences have a
relatively low impact; they
require routine management

IMPACT

Relatively low-level risks

Low
Low
High

Primary
These risks have both high
impact and high likelihood of
happening; these will require
prime attention in terms of
control and resources
Contingency
These risks have high impact
but the probability of them
happening is relatively low.
They include potentially
catastrophic events. They may
need insuring against.
LIKELIHOOD

4.3 The Risk Management Cyclical Process is shown here.

The Risk Management Cyclical Process
Identify Risks & Opportunities
What can happen?
Analyse Risks & Opportunities
Determine existing controls
Determine
Determine
Likelihood
Impact
Score the risk or opportunity
Evaluate Key Risks & Opportunities

Tolerate Risk?
Yes
No
Treat Risks
Identify options
Evaluate options
Decide on option
Implement option

Identify Resources
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4.4

The key stages of our risk management process are:
•
•
•
•
•

4.5

Risk identification.
Risk assessment.
Risk treatment and mitigating measures.
Continual review, monitoring and escalation of risks.
Monitoring of risk in accordance with the identified roles and
responsibilities.

A full risk assessment is carried out on the following areas:
• Employment posts – Staff working environments are subject to risk
assessment. Training has been provided to relevant managers to carry
out the assessments.
• Health and Safety – Colchester Borough Homes has a Risk &
Environmental Manager who acts as a competent person, along with a
number of other trained staff undertaking these competency duties.
• New Project Plans – Colchester Borough Homes will uses the Prince II
methodology for project planning. Risk Impact assessment is an
integral part of the process and as such, project remits are subject to
regular review.
• Service Improvement Plan – Risk assessment is part of the review.
• Board and Committee Reports – A risk element is included in every
report.

4.7

The continual development of risk registers takes place to facilitate
opportunities and to reduce duplication between departments in
identifying and managing overlapping risks whilst providing
opportunities for shared learning across the organisation.

4.8

High scoring risks are monitored at Directors Management Team
meetings and decisions on escalation of risks are fed back down.
Risks added to the Corporate Risk Register are also monitored by the
Finance & Audit Committee.

5. Risk Control Structure
5.1

Risk Management needs to be embedded throughout the organisation
and each individual needs to understand their role in the process of
managing risk.

5.2

A hierarchy of responsibility is set out below:

09a. CBH Risk Management Policy Strategy - Track changedv2CBH Risk
Management Policy Strategy - Track changedv2
28

8

6. Appendix 2 - RM Policy & Strategy
Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

Risk Hierarchy

Board

Finance &
Audit Committee

Red Risks

Strategic Risks

Directors’ Management
Team

Operational Risks
Service Manager

The Roles and Responsibilities are set out in detail in Appendix 1 and
summarised below.
Board
Finance &
Audit
Committee

Receive reports from the Finance & Audit Committee on the
control of red risks.
• Report to Board Members high-level and difficult to
manage risks identified
• Provide an annual scrutiny of the Risk Management
Process and Risk Register.
• Any related strategic risks
• Any operational risks identified by DMT that is where the
risk is in the red zone of the scoring matrix.

Operations
Committee
and
Governance
&
Remuneration
Committee
Internal audit •

•
External Audit

•

Provide independent review of corporate approach to risk
management and compliance therewith.
Contribute to the accuracy and integrity of the corporate
risk register (as part of the risk based approach to audit).
Report on CBH financial statements and give an audit
opinion. The external auditors also report to Board on

09a. CBH Risk Management Policy Strategy - Track changedv2CBH Risk
Management Policy Strategy - Track changedv2
29

9

6. Appendix 2 - RM Policy & Strategy
Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

DMT
All
Employees

findings from the audit in a management letter. The letter
provides a source of external assurance on the operation
of internal controls.
• Review risks and bring to Committees relevant strategic
risks and red operational risks
• All staff generally have a duty to be aware of and
consider the risks involved in their day to day activities
and to report any changes to these risks through the line
management of the organisation All staff will be required
to participate annually in a review of operational risks.
• Liaise with their line manager to assess areas of risk in
their job.

6. Risk Registers
The Directors Management Team and Managers will maintain a register of the
critical risks faced in implementing the Company’s Development Plan. The
Register will be in the form of a Risk Management Plan which will indicate the
impact and likelihood of these risks materialising, and will also indicate the
controls in place to mitigate their likelihood and anticipated effects.
Responsibility for monitoring changes to these risks and maintaining the
effectiveness of the controls will be assigned as appropriate.
Each Director and Senior Manager will maintain a Risk Register of the
strategic and operational risks in their area of management responsibility.
The format will be similar to the Corporate Risk Register.
Changes to the Strategic Corporate Risk Register will be considered by the
Finance & Audit Sub Committee as a standing item of Committee business
and, where appropriate, reported to the Board.

7. Future Actions and review
Although it may be seen that CBH has a clear approach to risk management,
nevertheless it is vital that:
The Risk Management Action Plan details actions and targets which will
ensure that all opportunities are maximised, the likelihood of risks occurring
are minimised and the impact of any consequences are reduced. This plan
ensures that the ongoing monitoring and reporting arrangements at all levels
are maintained and incorporates risk management into the culture of the
organisation.
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The progress against the existing plan is set out in Appendix 1.
At the Finance & Audit Committee workshop, members agreed that they
needed to move from level 2 of the performance ladder (Appendix 2) where
for the most part the organisation stands to level 3. The plan proposed at
these workshops to achieve this is set out below:

Action
Risk leaders/Risk Strategy and
Policy
Include in Assurance Report, annually
setting out the processes and controls
in place in managing the strategic and
operational risks.
Reports to the Board
Review of style of Board Reports at
Board Away Day to assess if these
meet members’ requirements, e.g. how
does the proposal fit in with strategic
direction. Are alternatives included
where appropriate.
People
FurtherAdditional refresher training of
staff and managers to further embed
risk management.
Partnership and Resources
Identifying strategic risk of partnership
with Council.
Setting up operational risks of key
supplier relationships.
Risk Processes
Ensure risk process is consistent.
• Training
• Regular meetings with SMT on
Operational Risks
• Regular review of operational
risks to ensure red risks by DMT
are brought to
Board/Committee’s notice.
Risk Handling
• Review scoring matrix
• Ensure measures of mitigation
are SMART

Timescale

Responsibility

Sept 2015

Director of Resources

Away Day
2015

Board/Director of
Resources

Dec 2015

Risk Manager

Complete
Dec 2015

Risk Manager

Dec 2015
Complete
& ongoing
Sept 2015

Risk Manager

Complete
Ongoing

Director of Resources

Director of Resources
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Outcomes
Board Review Annually
• Where risks effective in
achieving goals
• Are the strategic risks right for
forthcoming year
• Are we doing it right
• Are the right controls in place
Other Issues

March
2016

•

Board to review strategic risk
register regularly (part of Board
Assurance Report)

Complete

•

Committee Reviews
Each committee review risks
appropriate to that committee

Six
monthly
unless red
Sept 2015

•

Identify strategic risks with
reference to the Company
strategic objectives

March
annually
2015/16
Complete

•

Assurance Report for Board
Overall financial position
High level performance
information
Strategic risk information

Complete
and
ongoing

Director of Resources

DMT

Director of Resources

Director of Resources
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Appendix 1 – Roles & Responsibilities

Group or
individuals

Role & Responsibilities

Board of CBH

• Board of Directors will instruct the Directors Management
Team (DMT) to ensure that risk is imbedded management
throughout CBH.
• Approve and adopt the Risk Management Policy and
Strategy.
• Contribute towards identification of strategic risks.
• Receive reports on key strategic risk issues.
• Actively consider the risk management implications
contained within all reports.
• For major projects it sets the parameters of the risk
assessment and agrees the main risks. It delegates
responsibility to the DMT and Finance & Audit Committee
for strategic management of risks.
• Gain an understanding of risk management and its benefits
which includes attending relevant training.

Board Risk
Champion

• To act as a link between the Board and Officers in
managing risks.
• To support raising awareness of effective risk management
with the Board.

Finance &
Audit
Committee

• Approve the risk arrangements and monitor quarterly the
effective development and operation of good practice risk
management and corporate governance arrangements
across the organisation.
• Conduct enquiries into matters relating to risk management
and make recommendations which advise officers on
policies, budget and service delivery.
• Be consulted on forthcoming decisions and the
development of policy.
• Annually scrutinise the Risk Register to ensure that it is
compliant with the Risk Management Strategy.
• Provide an opinion as part of its annual assurance
statement on whether the assurance/risk management
process is fit for purpose.
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Group or
individuals
Operations
and
Governance
and
Remuneration
Committee

Role & Responsibilities
Review Strategic Risks relevant to the committee quarterly
together with any operational risks.

Chief
Executive

• Executive officer with overall responsibility for embedding
risk management throughout CBH.

Directors’
Management
Team

The Directors have overall responsibility for embedding
risk management throughout the Company.
• Recommend a Risk Management Policy and Strategy to
the Board. Review Strategic risks and Operational Risks
to ascertain any red risks to be brought to the appropriate
committee.
• Contribute towards the identification and management of
strategic and cross cutting risks and opportunities facing
the Company.
• Receive and consider reports on key strategic risk issues.
• To promote integration of risk management principles into
the culture of CBH.
• Ensure risk management is a regular item on
departmental management team meeting agendas.
• Sign off Service Risk Registers.
• Maintain an understanding of risk management and its
benefits which includes attending relevant training.
• Establish training requirements of Group Managers in
relation to all aspects of risk management (where
relevant)
• Corporate and high scoring risks are monitored
•
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Group or
individuals

Role & Responsibilities

Senior
Managers

•
•

•
•
•
•
•

All other
service
managers

•

•
•
•

Identify, analyse and profile service risks.
Provide annual assurance on the effectiveness of controls
in place to mitigate/reduce risks within their service.
Maintain awareness of and promote the approved risk
management policy and strategy to all relevant staff.
Ensure risk management is a quarterly item on team
meeting agendas.
Liaise as appropriate with external agencies in identifying
and managing risk.
Establish training requirements of managers and other
staff members with regards to strategic implementation.
Senior Managers review new and high scoring risks and
escalate up to the Corporate management team by way of
a report.
Identify, analyse and profile service risks with Senior
Managers.
Ensure risk management is a regular item on team
meeting agendas.
To maintain awareness of and promote the approved risk
management policy and strategy to all relevant staff
Ensure that risk management is incorporated in to service
plans.
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Group or
individuals

Role & Responsibilities

•
Risk &
Environmental
•
Manager

•
•

•

•
•

•

•
•
•
•
•

Provide a focus for and coordinate risk management
activities throughout CBH.
Ensure the maintenance of robust arrangements to
identify , evaluate, quantify and limit the risk exposure in
relation to all functions (insurable and non-insurable)
which may threaten the achievement of the Company’s
objectives.
Proactively identify and manage risk opportunities in
accordance with best practice.
Maintain the risk management internal control framework
so that it reflects current good practice and enables us to
satisfy the requirements of any external assessment the
company is subject to.
Monitor progress against delivery of the risk management
framework in particular:
 Maintain the risk management policy and strategy
document so that it reflects current good practice and
meets our needs.
 Ensure that action taken, to raise staff awareness of
and train staff, in risk management is targeted and
meets our needs.
 Keep under review the approach adopted to identify
and record risk to ensure that it operates in a manner
that proactively helps the company to manage its
business.
 Ensure that the risk management process is properly
integrated with other relevant processes.
Look for common themes and issues that need to be
referred to DMT.
Keep key risk areas under regular review and ensure that
actions identified to mitigate risk are being addressed
within timescales agreed.
Consider opportunities to further embed the application of
risk management principles in other corporate processes
and arrangements.
Coordinate activities to obtain a more effective risk
management solution from existing resources.
Continually develop and maintain the Risk Register.
Promote a culture of risk awareness within the
organisation.
Coordinate risk management initiatives within the
organisation.
Ensure the provision of service based advice, support and
training as required.
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Mar to Jun
2012

Apr 2012

Clarify roles and responsibilities to staff
as set out in the strategy

DMT to assess emerging risks and
strategic risk quarterly or earlier if
necessary

37
Quarterly

Finance & Audit Sub Committee to
review any emerging strategic risks
each quarter.

Risk & Environmental
Manager

Risk & Environmental
Manager

Risk & Environmental
Manager

Director of Resources

Risk & Environmental
Manager

Responsibility

17

Process in
place

Ongoing

Presentation in May to SMT. Further
presentation in Toolbox style to
teams in October and agreed to be
on agenda each quarter.
Reported each quarter.

Process in
place

Ongoing

Complete

Status

Presentation to SMT in May 2012.
Spring review carried out with each
SMT member and the Risk and
Environment Manager. Now ongoing.

Risks are reviewed on a regular
basis and reported to F&A
committee.

Presentation to SMT in May 2012. A
simple “tool box” presentation has
been produced and presented to
Teams.

Progress
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Quarterly

Risk management to be an item on
Senior Management Team meetings

Review Operational risks

Six monthly

Timescale

Action

Appendix 2 - Risk Management Strategy Plan Update
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Timescale

Jun 2012

Apr 2012

Apr 2012

Mar 2015

Action

Review the Risk Register to ensure that
it is SMART and fit for purpose

Agree a risk scoring matrix

All major projects to be carried out
using Prince2 methodology

Review Risk Management Policy &
Strategy every three years

Jun 2012

All reports requiring a decision will
include a ‘Risk Management’
paragraph.
Directors Management
Team

Director of Resources

All reports requiring decision and risk
paragraph

Reviewing Strategic risks by area in
detail at each Committee.
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Sep 2012

38

Finance & Audit Sub Committee to test
that risk management responsibilities
are being discharged effectively at all
relevant levels

Director of Resources

F&A committee agreed to review
every three years

Complete
in Oct
2012

Training provided for DMT and SMT
in October 2012 and adopted where
appropriate.

DMT

Complete

New scoring matrix agreed by F&A
committee in March 2013
Reviewed in December 2014

Director of Resources and
Risk & Environmental
Manager

18

Complete

Process in
place

-

Process in
place

F&A committee review register with
recommended changes incorporated
on a regular basis.

Director of Resources and
Risk & Environmental
Manager

Status

Progress

Responsibility
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Level 4
Excellent Capability
established

Level 3
Embedding &
Improving

Risk management
principles are being
reflected in the
organisation’s policies &
strategies,
communicated
effectively & made to
work through a
framework of processes.

Policies & strategies are
reviewed against risk
principles.

Senior Managers act as role
models and take the lead to
ensure that approaches for
addressing risk are being
developed & implemented
consistently & thoroughly
across the organisation

Top management are aware of
need to manage uncertainty &
risk & have made resources
available to improve.

Risk Strategy &
Policies

Risk handling is inherent
feature of all policies &
strategy making
processes. Overall risk
appetite achieves
balance between
opportunities & threats.

Top-down commitment with
embedding & integrating risk
management as routine
business practice. Senior
Managers ensure that staff are
suitably skilled to achieve
continuous improvement.

Risk Leadership

Risk management
capability in policy &
strategy making is
reviewed and improved.
Role model status.

Senior Managers reinforce &
sustain risk capability,
organisational & business
resilience & commitment to
excellence. Leaders invited to
speak about their success.
There is strong support and
reward from Senior Managers
for seizing opportunities & for
well managed risk taking.

People

Key people are aware of
need to assess & manage
risks & understand risk
concepts & principles.

Core group of people have
skills & knowledge to
manage risk effectively.
Suitable guidance is being
made available & training
programmes being
implemented to develop risk
capability.

Capabilities
All staff are risk aware &
capable of using basic risk
skills, tools & techniques.
They feel empowered to
take well managed risks.
Core group of people are
highly skilled in managing
risk effectively. Specialised
risk training an integral part
of on-going personal
development plans.
People encouraged &
supported to be more
innovative. Regular training
is available for people to
enhance their risk skills.
CPD training in place for
core group of people.

Key people are aware of
areas of potential risks
with partnerships,
suppliers &
management of
significant resources &
understand the need to
agree approaches to
manage these risks.
Partnerships &
Resources

Risk with partners is
being managed
consistently for all key
areas & across
organisation. There are
boundaries for
managing assets &
financial & other
resources.

Sound governance
arrangements
established; partners &
suppliers selected on
basis of risk capability &
compatibility. Resources
are well managed.

Information integrity &
asset security are
assured. Financial and
other resources are
effectively managed.
Organisation is regarded
as a role model.

Risk Management
Processes

Some stand alone risk
processes have been
identified.

Risk management
processes being
implemented in key areas.
Risk capability selfassessment tools being
used in some areas.

Management of risk &
uncertainty is well integrated
with all business processes.
State of the art tools and
methods are used. Selected
as a benchmark site by
other organisations.
Arrangements in place to
identify opportunities which
might be available if risks
are well managed.
Risk metrics are collected.
Risk management standards
applied in some areas. Staff
accept risk management as
standard requirement of
good management.

Embedding an Effective Risk Management Framework
The Performance Ladder

Appendix 2 - A Version of the Performance Ladder

Risk Handling

No clear evidence that
risk management is
being effective.

Some evidence that risk
management is being
effective in at least most
relevant areas if not in
all relevant areas.

Clear evidence that risk
management is being
effective in all areas that
risk opportunities are
being pursued.

Results
Excellent evidence that
risk management is
being highly effective in
all areas & improvement
is being pursued.
Higher risk opportunities
being successfully
pursued.
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Outcomes

No clear evidence of
improved outcomes of any
potential identified.

Clear evidence of risk
management contributing
to significantly improved
performance for all
relevant outcomes, better
value for money, showing
positive & sustained
improvement & new
opportunity achievement.
Some evidence of risk
management contributing
to improvement in
outcome performance,
demonstrated by
measures, including where
relevant, stakeholders
perceptions & potential for
new opportunities.

Excellent evidence of risk
management contributing
to markedly improved
outcome performance,
better value for money &
new opportunity
realisation, which
compares favourably with
other organisations
employing best practice.

Satisfactory

09a. CBH Risk Management Policy Strategy - Track changedv2CBH Risk Management Policy Strategy - Track changedv2
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Level 2
Implementation in
progress for all key areas

Good

Level 1
Awareness &
understanding

Excellent

6. Appendix 2 - RM Policy & Strategy
Unsatisfactory
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Document Control Sheet
Title:

Risk Management Policy & Strategy

Electronic File Name &
location:

T:\Common Files\Policies, Strategies And Corporate
Documents\Word Versions Of Current Corporate Documents\CBH
Risk Management Policy & Strategy - December 2012.Doc

Consultation with
stakeholders:

Finance & Audit CommitteeTwo risk workshops were run by Mazars,
our internal auditors with the members of the Finance & Audit
Committee and the Chair of the Board.
Finance & Audit Committee – 10 March 2015
Board 24 April 2015

Approved:

CBH Board, December 2012

Circulation Date:

February 2013

Circulation method:

CBH website

Next Review date:

December 2014March 2018

Equality Impact
Assessment:

N/A

Implementation
Date:

February 2013

Document Amendment History
Version

Type

Date

Brief Description of changes

1

New

Dec
2012

New strategy

1.1

Minor revisions

Feb
2014

Next review date changed from Dec 2013 to
December 2014 at request of Finance & Audit
Committee. Review cycle extended from annual
to every 3 years.

1.2

Review

March

Changes to the New Action Plan on page 11

2015
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

7

SUBJECT:

Customer Service Strategy

REPORT BY:

Karen Williams, Head of Housing Management
 (01206) 282433
 karen.williams@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

That the board accepts the recommendation of the Operations Committee to
formally approve the Customer Service Strategy.

2.

Introduction

2.1

The Customer Service Strategy was scrutinised by the Operations Committee
at its meeting on 9 April 2015. No changes were made.

2.2

The implications and risks of the new strategy remain the same as on the
report to the Operations Committee.

3.

Appendices

3.1

The following documents are appended to this report:
 Appendix 1 – Report to Operations Committee
 Appendix 2 – Draft Customer Service Strategy.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
Operations Committee
DATE:

9 April 2015

TIME:

4.00pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

5

SUBJECT:

Customer Service Strategy 2015-17

REPORT BY:

Karen Williams, Head of Housing Management
 (01206) 282433
 karen.williams@cbhomes.org.uk

FOR DECISION
1.

Purpose

1.1

The Operations Committee is asked to consider the Customer Service
Strategy. Subject to comment and amendment this key strategy will be
recommended to a future Board meeting for approval.

2.

Background

2.1

The Customer Service Strategy has been reviewed and rewritten to reflect
the changes to the way our services are delivered. The revised strategy sets
out our commitment to improving customer service and the experience of our
customers when they contact us.

2.2

Our Company Values promote how important our customers are, and how we
will work to improve services and build on the trust our customers have for
Colchester Borough Homes.

3.

Summary

3.1

This document outlines our approach to delivering Colchester Borough
Homes’ Strategy for Customer Service over the next three years.

3.2

The purpose of the Customer Service Strategy is to set out our vision and
ambition to deliver high quality, responsive, accessible, value for money
services.

3.3

A fundamental principle of the strategy is to develop a deeper understanding
of Service Delivery from the viewpoint of the customer through consultation,
feedback and the better use of information. To do this we must first identify
who the customer is and then develop a service that is consistent with the
needs and desires of the customer.
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3.4

Colchester Borough Homes has a strong commitment to tackling inequality
and meeting the diverse needs of local people and we will ensure that
services are delivered to meet the needs of the whole community and that
Equalities and Diversity are mainstreamed through all customer service
related activities.

3.5

This strategy is our commitment to tenants and our mission of working
together to:
 Ensure that all access channels are flexible to meet the individual needs of
customers.
 Develop our use of on line technology to give customers Opportunity to
access services and information at a time and place to suit them
 Develop our “Right first time approach” to enquiries
 The call centre environment will be developed, with improved processes to
increase customer satisfaction
 Improve access to services 24/7 through the smarter use of our website,
and more flexible service delivery.

3.6

This strategy will support our overall strategic aim to “Make the most of our
resources & opportunities” through increased customer satisfaction, and to
improve the range, scope and quality of our services.

4.

Customer Service Improvements

4.1

Whilst we strive for excellence within our service areas, we know from
consultation, feedback and complaints that there are areas where we could
further improve services.

4.2

We were awarded the Housemark Complaints accreditation in 2014,
Colchester Borough Council also commissioned the STAR survey in 2014.
This valuable feedback and insight of our services has given us the focus for
the action plan that will support the implementation of this strategy.

4.3

We provide a diverse range of services to a very broad base of customers.
We have a clear and sustained ambition to develop and strengthen our
community leadership role. Under-pinning this ambition is a strong emphasis
on partnership working and a commitment to deliver High Quality Services
whilst maintaining value for money.

4.4

In delivering these services, CBH works in collaboration with a number of
partner organisations including Colchester Borough Council, and the
voluntary and private sectors. Strategic Partnerships have been established
to deliver our services and joint working arrangements continue to be
developed. It is important that our partners are aware of, and commit to, the
standards set out within this strategy.

5.

Financial Implications

5.1

No additional funding is required to deliver the Customer Service Strategy.
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5.2

We are committed to improving our satisfaction levels and have requested
consideration of additional funding to improve customer satisfaction levels.

6.

HR Implications

6.1

Recruitment of staff with a commitment to deliver high quality services to
customers, with on-going training and coaching supports our aims. Our
company values under pin the delivery of good customer service.

7.

Legal and Health & Safety Implications

7.1

Customer access points to our services at the Town Centre Library and
Greenstead are regularly reviewed for Health & Safety compliance..

8.

Equality & Diversity Implications

8.1

This strategy is cross referenced to the CBH Equality and Diversity strategy.
CBH recognises its proactive role in valuing and promoting diversity, fairness,
social justice and equality of opportunity by adopting and promoting fair
policies and procedures. An impact assessment has been developed
alongside the strategy.

9.

Residents at the Heart

9.1

This strategy has been reviewed by residents, who have said they most
value:





Consistency
Being kept informed
Easy access to services
Effective communication

10.

Risk Management

10.1

Failure to deliver good standards of customer service and presents a risk to
our reputation. To mitigate this:
 Directors Management Team receives a monthly overview of complaints
to monitor performance, issues and outcomes
 Senior Managers receive a monthly report of complaints performance to
track trends and consider recommendations to improve service delivery.
 The Board through Operations Committee monitors complaints
performance every quarter.
 We have a resident Customer Services Improvement Group, which meets
regularly to consider mystery shopping reports, complaints and feedback
on their own experiences. The comments and views are valuable and help
us to develop services.

11.

Appendices

11.1

Draft Customer Service Strategy 2015 – 2017
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Customer Service Strategy

Author: Claire Holland, Equality and Diversity Officer

Version

2

Date

March 2015
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Glossary

KPI

Key performance indicator, a measurement of how well
we are performing in a given area.

RTB

Right to Buy. This is the right of council tenants to buy
their property from the local authority

CSC

Customer Service Centre.

EqIA

Equality Impact Assessment.

STAR

Survey of Tenants And Residents.

07b. Appendix 2 - Customer Service Strategy 2

48

7. Appendix 2 - Customer Service Strategy

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

Contents

1. Introduction & purpose
4
2. What we do already
4
2.1 Customer Service Centre
4
2.2 Feedback
4
2.3 New website in 2014
5
2.4 Customer involvement
5
2.5 Communication and how to contact us
5
The Standards we want to achieve
6
3.
6
3.1 How are we going to achieve this?
7
3.2 Ambitions
7
3.3 Consultation
8
4. References
8
5. Related Documents
8
Appendix 1 – Tenant Equality and Diversity Data as at 5 January 2015
9
Appendix 2 – Customer Service Charter
10
Appendix 3 – Results of consultation
11
Appendix 4 - Equality Impact AssessmentDocument Control Sheet
11

07b. Appendix 2 - Customer Service Strategy 3

49

7. Appendix 2 - Customer Service Strategy

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

1. Introduction & purpose
‘Proud to serve our customers and communities’
We have developed this Customer Service Strategy and Action Plan to set out
our commitment to improving customer service and the experience of our
customers when they contact us.
Our values show how important our customers are to us and how we will work
to improve services, and build on the trust our customers have for CBH.
CBH Values
Building trust – we will work with our customers to build trust in our
services
Delivering tenant led services – our customers help us to improve
services, promoting fairness and equality
Commitment to our communities – we offer services that our
customers can rely on, respecting the needs of individuals and
communities
Delivering professional services – our staff are trained to ensure that
our customers receive a good response
Value for money – we continuously review the way we provide services
to ensure value for money

•
•
•

•
•

2. What we do already
2.1

Customer Service Centre

•

In 2013, our customer service centre joined with the council so that our
customers can receive a broader range of services. The centre
provides us with an initial point of enquiry dealing with telephone calls
and face to face enquires on our behalf. Customers can make
enquiries at the town centre library (Infopoint) or at the Greenstead
Local Office.

•

Our customers include our tenants and leaseholders, Colchester
Borough Council Councillors and members of Parliament and wider
communities within the borough who come to us for advice from our
housing options team.

2.2

Feedback
•

Colchester Borough Homes welcomes feedback and we have a
dedicated Service Improvement Officer who coordinates the process of
compliments and complaints across the organisation.

07b. Appendix 2 - Customer Service Strategy 4
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•

CBH has been awarded the Complaints Accreditation from
HouseMark, the country's leading provider of benchmarking for social
housing organisations. HouseMark carried out their stringent
accreditation assessment for performance and service improvement in
March 2014. This included visits from a team of trained consultants and
tenants specialising in complaints service improvement.

•

Following this evaluation, the HouseMark assessor said: "Colchester
Borough Homes provides a good complaints service to its customers. It
has good systems in place for handling and managing complaints and
where possible carries out a full investigation. We identified a number
of examples of good practice in complaints handling during the
assessment".

2.3

New website in 2014
•

2.4

We launched our new website in 2014. We consulted with our
customers over the new design to ensure it was easy to use and
contained information that customers wanted. New features include
being able to pay your rent online. Our website can be found at
www.cbhomes.org.uk
Customer involvement

•

We have a wide variety of ways in which customers can get involved in
CBH, including focus groups, reading panel and mystery shopping. We
run events throughout the year, as well as a training programme for our
involved tenants and leaseholders. Last year over 1,771 hours were
given by our involved tenants and leaseholders. For more information
please contact the Resident Involvement Team on 01206 282461.

•

We have a Customer Service Improvement panel, where residents
regularly meet to review mystery shopping reports, trends in complaints
and enquiries. The comments and views of this panel are important to
challenge and support us to develop our services.

2.5

Communication and how to contact us
•

We want to make our services as accessible as possible. We try to
make all our communication with you clear and in plain English.

You can contact us in the following ways:

07b. Appendix 2 - Customer Service Strategy 5
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By phone on 01206 282514
In person at:
Greenstead Local Housing Office
Hawthorn Avenue
Greenstead
Colchester
CO4 3QE

Colchester Library
Trinity Street
Colchester
CO1 1JB

Opening hours: Monday to Friday
9.00 – 17.30

Opening hours: Monday to Friday
09.00 – 18.30
Open for online services Saturday
09.00 – 17.30
Open for online services Sunday
13.00 – 16.00

You can use free PCs and telephones to access a range of services including
applying for housing, and you can use a range of other services including:
•
•
•
•
•

Housing options & advice
Collecting or handing in keys
Ending your tenancy
Collecting recycling sacks
Appointments with specialist advisers to discuss Housing Benefit

By letter: Colchester Borough Homes, PO Box 7888, Colchester, CO3 3YB
Email: info@cbhomes.org.uk
Website: www.cbhomes.org.uk
Social media: Twitter - @ColBoroughHomes, on Facebook - Colchester
Borough Homes and on LinkedIn – Colchester Borough Homes
We are committed to improving access to our services by listening to
how our customers want to be contacted and by embracing new
technologies to make access easier and quicker for all.
3. The Standards we want to achieve
Standard 1 – Improved communication with our customers
Our customers want a right-first-time approach, using methods they want,
such as one member of staff dealing with their enquiry. They want an efficient
service, for us to do what we say we will, when we say we will, and to be kept
informed.

07b. Appendix 2 - Customer Service Strategy 6
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Standard 2 – Improved services
To shape our services we need to know who our customers are. By using our
customer data and listening to what our customers are telling us, for example
the STAR Survey results, we will be better able to meet the needs of our
customers. By working with partners we will be able to provide a more
efficient service and deliver value for money.
Standard 3 – Develop our staff
We will invest in staff development to ensure we give our staff what they need
to deliver excellent customer service. We will train our staff to be friendly,
welcoming, responsive and proactive in their approach, and to put the
customer first.
3.1

How are we going to achieve this?

Standard 1 - Improved communication with our customers
• We want our customers to contact us and we will continue to use a
variety of methods to communicate with our customers, including
introducing new methods of communication, such as texting and on
line services.
• Encourage customers to give us feedback and listen to what they are
telling us
• Keep customers informed, even if it is not what they want to hear
• Look at who is not contacting us and why
• Introducing a new media strategy, this will include social media
response standards.
Standard 2 - Improved services
• Look at who our customers are, where are the gaps
• Consult with our customers, and tell them what has happened as a
result of their input
• Use the information we have on our customers to understand their
needs while developing new/reviewing existing services
• Use feedback data to inform decision making
Standard 3 – Better staff development
• Introduce an induction and training package for all staff in customer
services
• Empower staff to think about the customer and make common sense
decisions when dealing with customers differing needs
• Give staff the knowledge to be able to deal with customer queries
efficiently and effectively
• Invest in and encourage staff personal development
3.2
•
•
•
•

Ambitions
Put the customer first
Increase tenant and leaseholder satisfaction
To be re-accredited by HouseMark
Staff training:

07b. Appendix 2 - Customer Service Strategy 7
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•
•
•
3.3

To introduce customer service training to all new staff at
induction
All staff to complete the customer care e-learning module.
To look at and improve customer service by using best practice
examples and increase staff commitment to customer service.

Consultation
•

Tenant task & finish group, 27 November 2014

•

Staff Forum, 11 February 2015

•

DMT, 27 January 2015

See appendix 3 for consultation results.
4. References
•
•
•
•
•

STAR Tenant and Resident Satisfaction Surveys 2014
CBH Customer Service Charter
CBH Medium Term Delivery Plan
CBH Tenant and leaseholder Equality and Diversity Data
CBH Annual Report 2013/14

5. Related Documents
•
•
•
•
•

STAR Tenant and Resident Satisfaction Surveys 2014
CBH Customer Service Charter
CBH Medium Term Delivery Plan
CBH Tenant and leaseholder Equality and Diversity Data
CBH Annual Report 2013/14
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Appendix 1 – Tenant Equality and Diversity Data as at 5 January 2015

Ethnicity
White British
White Irish
White Other
White & Black Caribbean
White & Black African
White & Asian
Any other mixed
background
Black Caribbean
Black African
Any other black
background
Asian Indian
Asian Pakistani
Asian Bangladeshi
Any other Asian
background
Chinese
Any other ethnic group
Not stated

Number %
6560 93.07
30
0.43
173
2.45
22
0.31
8
0.11
18
0.26

Disability
Hearing impaired
Learning disability
Mental Health
Mobility/physical
Hearing/visual
Other
Specific needs
Visually impaired
total number of
disabilities

Number %
196
2.8
114
1.6
364
5.2
826
11.7
8
0.1
346
4.9
13
0.2
109
1.5

21
22
62

0.30
0.31
0.88

33
4
1
10

0.47
0.06
0.01
0.14

26
16
25
18

0.37
0.23
0.35
0.26

1976
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Age
17-24
25-34
35-44
45-54
55-64
65-74
75+

Sex
Male
Female

Number
263
920
1074
1322
1158
1178
1126

%
3.7
13.0
15.2
18.7
16.4
16.7
16.0

Number %
2664
38
4387
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Appendix 2 – Customer Service Charter
We are committed to improving customers experience when accessing
our services and we aim to:
•
•
•

•
•
•

•
•
•

•

•
•

give you a quality response at first point of contact whenever possible
answer your phone calls within 25 seconds
acknowledge emails and letters within five working days, giving you a
full response within 10 working days. Our response will include the
name and contact details of the member of staff who will deal with your
enquiry
ensure we meet your needs by listening to you, treating you fairly with
respect at all times
provide reception services that are accessible, easy to use and clearly
signposted
have staff available to deal with enquiries between 8:30am and 5:30pm
Monday to Friday – with out of hours service available for emergency
enquiries
our staff will identify themselves and wear a name badge
visit you at home by appointment if you ask us to. We will show you ID
and treat your home with respect
if we are visiting you at home, we will let you know when we will visit,
where possible and let you know if we are unable to make the
appointment
use Plain English in our publications and letters. Our correspondence
and leaflets can be translated into other languages admit mistakes and
put things right if they go wrong
consult with you regularly – your views and opinions are important to
us
provide relevant information on our website

You can help us by:
•
•
•
•

Keeping us informed if your personal circumstances change
Letting us know if you are unable to make an appointment
Letting us know how we can improve our services by giving us
feedback
Getting involved; join a CBH focus group, panel or by becoming a
mystery shopper of our services

07b. Appendix 2 - Customer Service Strategy 10
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Appendix 3 – Results of consultation
Appendix 4 - Equality Impact Assessment
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Document Control Sheet

Title:

Customer Services Strategy

Electronic File
Name & location:

Leave blank – Service Development Manager to
complete when final version received

Consultation with
stakeholders:

• Tenant task & finish group 27 November 2014
• Staff Forum 11 February 2015
• DMT 27 January 2015

Approved:

Please list approval date and group or committee
which signed it off (DMT, Board etc.), e.g.:
CBH Board, December 2012

Circulation Date:

Date (month &
year) final
version
document is
circulated – see
section below

Implementation
Date:

Date the
document
becomes
effective (this
may be the same
as the circulation
date but should
not be before it)

Circulation
method:

Please list all methods used. These could include
Housing News & Views CBH website, intranet,
facebook/twitter, staff newsletter, emails to all staff,
circulation to DMT, e-brief, presentations to staff, staff
inductions, cascaded to staff via SMT etc.
Please also ensure that the Service Development
Manager has a final copy which can be stored
securely.

Next Review date:

April 2018

Equality Impact
Assessment:

Dates of any Equality Impact Assessment carried out,
including EQIAs for earlier versions. You may not
need to carry out an EQIA for each new version,
especially for minor changes. Please consult the
Equality & Diversity Officer for advice on whether an
EQIA is needed. If an EQIA is not appropriate please
put N/A.
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Document Amendment History
Version

Type

Date
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

8

SUBJECT:

Communications Strategy

REPORT BY:

Kathy Healy, Housing Manager
 (01206) 282746
 kathleen.healy@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

That the board accepts the recommendation of the Operations Committee to
formally approve the Communications Strategy.

2.

Introduction

2.1

The Communications Strategy was scrutinised by the Operations Committee
at its meeting on 9 April 2015. No changes were made.

2.2

The implications and risks of the new strategy remain the same as on the
report to the Operations Committee.

3.

Appendices

3.1

The following documents are appended to this report:
 Appendix 1 – Report to Operations Committee
 Appendix 2 – Draft Communications Strategy.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
Operations Committee
DATE:

9 April 2015

TIME:

4.00pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

4

SUBJECT:

Communication Strategy 2015-17

REPORT BY:

Kathy Healy, Housing Manager
 (01206) 282746
 kathleen.healy@cbhomes.org.uk

FOR DECISION
1.

Purpose

1.1

The Operations Committee is asked to approve the Communication Strategy.
This is a key strategy and, subject to consideration by this committee, will be
on a future Board agenda for approval.

2.

Background

2.1

The Communications Strategy 2013-2015 has been updated. The strategy
was produced in 2013 to recognise the significant increase in communications
and marketing opportunities via the online access and increasingly being used
by external media organisations and customers.

2.2

In 2012, we entered into a business partnership relationship with the
Colchester Borough Council (CBC) Communications Team. This gave us
access to the team’s expertise and the benefit of a dedicated officer. This
officer remains as an employee of CBC but has workload guided by the
Resident Involvement and Enabling Team Leader and Directors’ Management
Team.

2.3

The strategy has been updated with some minor changes to the references to
social media and online services, which have become a more significant part
of the strategy.

3.

Summary

3.1

The aim of the communication strategy is:
•

To continue to build on existing good practice in communications and
marketing

•

To provide direction to achieve a clear vision for all communications
activity
63
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3.2

The strategy aims to maximise the opportunities for positive publicity and
profile by effectively using communication and marketing tools for internal and
external engagement, and to maximise the use of available resources.

3.3

In turn, this will deliver best value for money, and offer a broad, high quality
and engaging range of solutions.

3.4

This strategy will support our overall strategic goals by protecting and
strengthening our reputation internally and externally, and ensuring an
increasing awareness of the wide range of services we offer.

4.

Achievements in 2014-15

4.1

Some of the main marketing and communication achievements include:


Between August 2014 and March 2015, Twitter followers have increased
by 34% to 1,327 and Facebook likes have increased by 17% to 153.



New policies and tools have been introduced to maintain and protect CBH
image and brand, including an updated media protocol, print protocol and
brand guidelines.



To widen the CBH communication mix, we have introduced live web chats.



We have introduced a new press release information form, poster
templates for staff and the use of one corporate logo for all
communication.



A review of Housing News and Views has resulted in cost savings and has
generated income by selling advertising space.



We produce a bi-monthly staff newsletter to ensure regular internal
communication with all CBH employees



Our LinkedIn account is proving to be a good way of communicating with
the business community and other social landlords.

5.

Financial Implications

5.1

The communications budget is managed separately from the resident
involvement budget and is allocated £64,600 for the new financial year. This
includes the budget for printing key corporate documents such as the Annual
Report.

6.

HR, Legal and Health & Safety Implications

6.1

None.

7.

Equality & Diversity Implications

7.1

During the drafting of the first Communications Strategy, Equality & Diversity
issues were considered and the new strategy has several bullet points
dedicated to the topic.
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8.

Residents at the Heart

8.1

All of our work in Resident Involvement has the tenants and leaseholders at
the heart of what we do. The media panel and Reading Panel are regularly
involved in scrutinising communications, including Housing News and Views

9.

Risk Management

9.1

Ineffective communication is a significant risk to the Company’s reputation.

10.

Appendices

10.1





Communication Strategy 2015-17
The CBH Style Guidelines – Design Toolkit
Media Protocol
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Communication Strategy 2015-17

Original Authors: Mell Robinson, Resident Involvement and
Enabling Team Leader (Colchester Borough Homes)
Jo Parlett, Communication and Marketing Manager (Colchester
Borough Council)
Updated April 2015 by Sharon Carter, Marketing and
Communications Business Partner (Colchester Borough Council)
Kathleen Healy, Housing Manager South (Colchester Borough
Homes)

Version

2.0

Date

April 2015
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1. Glossary
CBH

Colchester Borough Homes.

CBC

Colchester Borough Council.

Plain English

A form of English that is clear, concise, direct, and natural.
It is a generic term for communication styles that emphasise
clarity, brevity and the avoidance of technical language.

QR code

The “QR” in this term refers to quick response. A black and
white bar code that can be printed on any print material,
which directs the user’s browser to a specific page within a
website when scanned with a mobile phone with the
appropriate application.

Return on
investment
reports

A report which sets out the costs and then the return on
investment for a particular campaign or marketing event.

Social Media

Forms of media that allow people to communicate and
share information using the internet or mobile phones via
platforms like Twitter, Facebook and LinkedIn.
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2. Introduction & purpose
The primary audiences for communications from CBH are:
a)
b)
c)
d)

Our tenants and leaseholders
Our staff
Our stakeholders
Colchester Borough, Parish and County Councillors

The secondary audiences are:
e) Local residents
f) Local and national media
g) The public sector, housing organisations and other local authorities (by
sharing best practice)
h) Customers of our trading arm
Internal and external engagement is essential to ensure that we maximise on
opportunities for positive publicity and profile.
The aim of this strategy is to build on existing good practice in
communications and marketing and to provide corporate direction to achieve
a clear vision for all communications activity. This, in turn, will deliver best
value for money, offer a wide and engaging range of solutions, and focus on
our overall priorities.
3. Aims and Objectives
This strategy will guide us in:
a) Promoting the positive work we are doing for our tenants and
leaseholders
b) Supporting our overall strategic goals by strengthening our reputation
and awareness of the wide range of services we offer, by promoting a
‘Colchester Borough Homes’ brand
c) Protecting and enhancing our reputation internally and externally
d) Ensuring high quality communications and marketing
e) Ensuring effective two-way communication with all our customers
f) Using online resources effectively to communicate with key audiences
g) Enabling our customers to self-serve/access services online
h) Involving our tenants, leaseholders and wider community in our work
by creating opportunities for consultation and communication
i) Communicating using plain English
j) Matching our communication style to the intended audience, ensuring
accessibility for all
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4. Implementation
There are a number of methods we will use to implement this strategy. We
will:
a) Sustain both proactive and reactive media relations
b) Measure the level of our communication results to ensure continual
improvement by using media monitoring techniques
c) Maximise our marketing by identifying new opportunities to raise
awareness of CBH initiatives
d) Maintain a high level of content and consistent communications using
the latest technology by setting up an online management procedure
e) Re-enforce our key messages and shared vision by ensuring regular
internal communications
f) Protect the Colchester Borough Homes brand to ensure consistency
across all new initiatives by working with our Marketing and
Communications Business Partner
g) Take up every opportunity to engage with our stakeholders, including
the Media Panel, to agree tactics
h) Use a variety of communication channels to ensure our mix covers
hard to reach audiences
5. Outcomes
5.1

External Communications

We will:
a. Use the Media Protocol (Appendix 2) to ensure timely and appropriate
responses
b. Encourage positive media relationships with key journalists
c. Be pro-active in our media activity , encouraging staff to share stories
d. Monitor all media enquiries, responses and coverage to achieve
balanced media coverage and protect CBH’s reputation
e. Target a combination of local, regional and national media including
trade and professional publications (where relevant)
f. Use appropriate means of social media to connect with people and
organisations and drive our customers online
g. Test our communication style by asking for comments from our
audiences
h. Tailor our communication style in line with our Equality and Diversity
Strategy
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i. Accept that some of our customers cannot read or write fluently and
therefore we will aim to design our communications to take account of
this
j. Develop a strategy for supporting customers to develop their skills and
also provide alternative ways of communication so that customers are
not excluded from accessing our services or from contributing to them
k. Ensure all tenant and leaseholder communications that are offline are
put online
l. Encourage channel shift and ensure it is integrated into all publicity
material; such as using QR codes, friendly URLs, Twitter and
Facebook addresses
m. Be proactive in communicating with Colchester Borough Council and
its Councillors on a regular basis
5.2

Internal Communications

We will:
a) Write and publish bi-monthly staff and Councillor online newsletters
b) Create a CBH intranet to aid greater awareness and facilitate further
staff engagement
c) Listen to results from staff surveys and respond to their
communication needs
6. Evaluation
Monitoring to assess the effectiveness of communications to customers will
include:
 Capturing website hits on relevant pages
 Monitoring social media interaction and followers
 Recording media coverage
Communications monitoring will be reviewed alongside other reporting
information provided by the Resident Involvement Team, including customer
feedback and satisfaction.
7. Consultation
Consultation has taken place with members of the Media Panel, key members
of staff within CBH and the CBC communications team.
A task and finish group of involved tenants and leaseholders has also taken
place. Suggestions arising from this consultation have been incorporated the
strategy.
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8. References
This is an update (April 2015) of the first strategy produced in 2013 which was
devised in consultation with Jo Parlett, Communication and Marketing
Manager (Colchester Borough Council).
9. Related Documents




CBH Branding Guidelines
Media Protocol
CBH Customer Services Strategy

Appendix 1 – CBH Design Toolkit
Appendix 2 – Media Protocol
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

9

SUBJECT:

Board Members’ Expenses Scheme - update

REPORT BY:

Berkeley Young, Board Assurance Officer
 (01206) 282518
 berkeley.young@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

That the board accepts the recommendation of the Governance &
Remuneration Committee to formally approve the updated Board Members’
Expenses Scheme.

2.

Introduction

2.1

The proposed changes to the Expenses Scheme were discussed by the
Governance & Remuneration Committee at its meeting on 24 March 2015.

2.2

The committee agreed the insertion of a new clause at paragraph 6.1 of the
scheme to cover payment to board members for membership of professional
institutions. The opportunity was taken to update the wording of the scheme
where terminology was out of date.

2.3

The implications and risks of the updated scheme remain the same as on the
report to the Governance & Remuneration Committee.

3.

Appendices

3.1

The following documents are appended to this report:
 Appendix 1 – Report to Governance & Remuneration Committee
 Appendix 2 – Updated Board Members’ Expenses Scheme.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
Governance & Remuneration Committee
DATE:

24 March 2015

TIME:

4.15 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

5

SUBJECT:

Board Expenses Policy – Proposed Amendment

REPORT BY:

Berkeley Young, Board Assurance Officer
 (01206) 282518
 berkeley.young@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

Members are asked to consider the proposed amendment to the Board
Members’ Expenses Policy and recommend any changes to the board for
formal approval.

2.

Background

2.1

The Board Members’ Expenses Policy was approved by the board on 19 June
2013 and is due for review in June 2016.

2.2

The policy makes no reference to professional subscriptions and fees, which
board members may wish to claim in relation to their role as a non-executive
director.

2.3

In 2014/15, CBH paid the Chartered Institute of Housing membership fees for
six board members. These fees total £541 and entitle members to a weekly
edition of Inside Housing magazine.

3.

Professional Subscriptions and Fees

3.1

The CBH Post-Entry Training Guidelines (July 2011) for staff states:
“Where membership of a professional institute is considered by the Head of
Service to be appropriate for an officer’s work, fees will be paid in full by CBH.
This is limited to one institute per officer.”
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3.2

It is proposed that similar provision is made for board members in the Board
Members’ Expenses Scheme, as follows:
“Where membership of a professional institute is considered by the Chair of
the Board (or, in the case of the Chair, the Chief Executive) to be of benefit to
the Company, fees will be paid in full by CBH. This is limited to one institute
per board member.”

3.3

Members are requested to consider the proposal and discuss whether any
amendments are desirable, for example:


Should the scheme allow more than one professional fee to be claimed, if
beneficial to the organisation?



Should the scheme specify a maximum amount that may be claimed
(maybe instead of a maximum of one fee)?



If the board member were a non-executive director of another organisation
that would also benefit from their membership, should a percentage of the
fee be paid by CBH with the expectation that the other organisation(s) will
part-fund the membership?

3.4

While preparing the report, it was noted that the policy contains outdated
references (for example, ‘HR & Governance Sub Committee’). Should
members decide to recommend that the board approves the amendment, the
opportunity will be taken to update the wording of the policy before presenting
it to board for approval.

4.

Financial Implications

4.1

The financial implications depend on the limits and provisions specified within
the scheme.

5.

HR, Legal Health & Safety, Equality & Diversity and Residents at the
Heart Implications

5.1

None.

6.

Risk Management

6.1

Membership of a professional body gives board members access to relevant
advice, information, training and networking that supports their performance
as non-executive directors.
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BOARD MEMBERS’
EXPENSES SCHEME

Author: Berkeley Young, Board Assurance Officer
Date: June 2013
Next Review: June 2016
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Glossary
Term

Explanation

Articles of Association

A document that specifies how the Board of Colchester
Borough Homes must operate.

BACS

A scheme for the electronic processing of financial
transactions.

Company

Colchester Borough Homes.

Department for Communities
& Local Government

The central government department responsible for (among
other things): building regulations, housing, local government
and planning.

Elected member

Borough or County Councillor.

Human Resources &
Governance & Remuneration
Sub Committee

A group of Board members that meets at least once every
three months to look at performance and policies in the areas
of human resources and corporate governance.

Information Commissioner’s
Office

The UK’s independent authority set up to promote openness
by public bodies and data privacy for individuals.

In lieu of

‘Instead of’ or ‘in place of’.

National Fraud Initiative

An exercise that matches electronic data within and between
public and private sector bodies to prevent and detect fraud.

Petty cash

A small amount of readily available money used for paying
low-value expenditures.

Section 1918 of the Articles of Specifies that Board members may be removed from office
Association
after an investigation into their conduct with the agreement of
two thirds of the Board members.
Section 2524 of the Articles of Specifies the power of the Board to agree an expenses
Association
scheme for Board members.
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1.

Introduction

1.1

This guidance sets out information on the scheme for board members’
expenses for Colchester Borough Homes Limited.

1.2

Subsequent changes will be considered by the Human Resources &
Governance & Remuneration Sub Committee, which will make
recommendations to the Board.

1.3

The board has the power to determine the range and the level of expenses for
which board members may be reimbursed, in accordance with Article 2524 of
the Articles of Association. This article places three restrictions on the board’s
power: (a) guidance from the Department of Communities & Local
Government or other government department, (b) not to exceed any maximum
sum set by the Council, and (c) not to pay councillor board members more for
Company business than they would be paid for Council business.

1.4

The following meetings qualify for travel, subsistence, childcare and/or support
worker expenses:
•

All board meetings

•

Meetings of sub committees, panels or working groups

•

Board member training, where approved in advance by the Board
Assurance Officer or the Chair of the Board

•

National conferences and other one-off meetings, where approved in
advance by the Board Assurance Officer or the Chair of the Board

1.5

The Board Assurance Officer or the Chair of the Board can authorise the
reimbursement of travel & subsistence costs incurred by any Board Member in
connection with events that are not classified above. Any such decision must
be made in advance of the date of the event and the Board Assurance Officer
or Chair of the Board must be satisfied that attendance is in connection with
their duties as a Board member.

2.

Travel expenses

2.1

Board members are entitled to claim travel expenses in respect of the duties
set out above and where expenditure is necessarily incurred.

2.2

Board members are encouraged to use public transport wherever possible.
Wherever possible, train tickets should be booked in advance through the
Board Assurance Officer. Transport must be by standard class fare.

2.3

Board members should note that some vehicle insurance companies might
consider journeys related to official duties as being for ‘business purposes’. It
is strongly recommended that you seek guidance from your motor vehicle
insurer as to whether such use needs to be formally registered.

2.4

The Company will not reimburse the costs of any parking or speeding fines
incurred while on Company business.
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2.5

Taxis may be used where no public transport is reasonably available, or where
a board member cannot use public transport due to mobility issues. For
journeys within the borough, taxis can be booked through the Customer
Services Team (01206 282514).

2.6

The allowances payable for all eligible journeys are as follows:
Board member’s own private vehicle
Mileage is paid at 45p per mile.
Motorcycle
Mileage is paid at 24.6p per mile.
Bicycle
Mileage is paid at 20p per mile.
Mileage is reimbursed at the same rates as the Council’s Members’
Allowances Scheme, and will be changed when this scheme is updated.
Travel by public transport
If not booked through the Board Assurance Officer, board members will be
reimbursed the cost of their standard class ticket.
Taxi
If not booked through the Customer Services Team, board members will be
reimbursed the cost of their fare.

2.7

Travel claims should be made via Claim Form 1 (see appendix). Claims for
travel between home and a place of work are subject to National Insurance
and tax. Claims for journeys between places of work are exempt from National
Insurance and tax. The preferred method for payment is a BACS transfer, but
payment can be requested by petty cash or cheque.

3.

Subsistence expenses

3.1

Subsistence expenses are payable where directly related to duties for which
travel expenses are payable and where actual expenditure is necessarily
incurred.

3.2

Claimants can claim a maximum of £4.77 for breakfast, £6.57 for lunch, £2.59
for tea and £8.13 for evening meal whilst attending training or a meeting
where food is not provided. Consideration will be given to board members who
have no alternative but to pay more than the above limits where a receipt is
readily available.
Subsistence is reimbursed at the same rates as the Council’s Members’
Allowances Scheme, and will be changed when this scheme is updated.

3.3

Subsistence claims should be made via Claim Form 1 (see appendix), and are
not subject to National Insurance and tax. The preferred method for payment
is a BACS transfer, but payment can be requested by petty cash or cheque.
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4.

Childcare / support worker expenses

4.1

The scheme makes provision for the payment of carer’s expenses for
childcare and/or support worker costs necessarily incurred.
•

the allowance is only payable where it enables a board member to
undertake a duty directly related to their role

•

the allowance is only payable where a board member actually incurs costs
related to the care of their children under the age of 16 or other direct
dependants requiring the continuous presence of a carer or if a support
worker is needed in order to enable a board member to attend a meeting

•

the child carer must not be a close relative (i.e. any partner, parent,
brother, sister, son, daughter, aunt, uncle or cousin), and must be a
registered childminder

•

the period for which a claim can be made may include travelling time to
and from the board member's home

4.2

Payments will only be made where actual cost is incurred and must be
supported by a receipt, where available, and a signed claim form. The
maximum amount claimable is £7.00 per hour for the first dependant, £5.25
per hour for a second dependant, £3.50 per hour for a third dependant and
£1.75 per hour for a fourth dependant.

4.3

Board members are advised that all payments made will be subject to the
deduction of National Insurance and tax.

4.4

Board members are advised to declare any carer’s expenditure to designated
authorities on any claims for statutory benefits.

4.5

Carer’s expenditure claims should be made via Claim Form 2 (see appendix),
and are subject to National Insurance and tax. Claims should be submitted to
the Board Assurance Officer by the second of the month. Payment will then be
made through payroll into your bank account.

5.

Payment in lieu of wages

5.1

There are occasions when important meetings take place during the working
day (eg, annual Board Away Day), and Board members who are in
employment may need to take time off work to attend. Should this be the case,
Board members are entitled to claim for the actual amount of earnings lost for
the day or part day. However, payment will only be made where the Board
member has the prior agreement of the Board Assurance Officer or the Chair
of the Board.

5.2

Claims for payment in lieu of wages should be made via Claim Form 3 (see
appendix), and are subject to National Insurance and tax. Claims should be
submitted to the Board Assurance Officer by the second of the month. The
preferred method for payment is a BACS transfer, but payment can be
requested by petty cash or cheque.
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5.3

Appropriate evidence (eg, a wage slip or a letter from employer) will be sought
when claims are received.

6.

Professional subscriptions and fees

6.1

Where membership of a professional institute is considered by the Chair of the
Board (or, in the case of the Chair, the Chief Executive) to be of benefit to the
Company, fees will be paid in full by CBH. This is limited to one institute per
board member.

7.

IT equipment

7.1

All board members are entitled to the provision of a laptop and broadband
internet in order to assist them in carrying out their duties as Company
directors.

7.2

Board members who are borough councillors have a laptop and broadband
access provided by the Council. Other Board members may choose to use
their own IT equipment and broadband connection or may request a laptop
from the Board Assurance Officer, who will organise for broadband access to
be given.

7.3

Board members in receipt of a Company laptop will be asked to sign a
declaration stating that they have received this equipment and will return it to
Colchester Borough Homes in full working order when they leave the board.

8.

Telephone bills, postage, paper and other sundry items

8.1

The expenditure is only payable where a board member actually incurs costs
related to their duties as a board member. Actual money spent on postage,
telephone calls, paper and other sundry items may be claimed where a receipt
/ itemised bill is available.

8.2

These claims should be made via Claim Form 1 (see appendix), and are not
subject to National Insurance and tax. The preferred method for payment is a
BACS transfer, but payment can be requested by petty cash or cheque.

9.

Duplicate claims

8.1

Council-appointed board members may not claim allowances from the Council
and the Company in respect of the same duty. Failure to adhere to this
guideline will be considered a serious breach of the obligations of a board
member and will result in disciplinary action under Section 18 of the Articles of
Association.
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10.

Register

10.1

The Company is required to keep a record of the payments made in
accordance with this scheme. The Board Assurance Officer will keep this
register, which will specify the name of the recipient and the amount and
nature of all such payments.

10.2

As part of the Information Commissioner’s Office (ICO) approved publication
scheme and in line with the Council’s practice, board members’ expenses for
the year will be published on the Company website under the following
categories: ‘Expenses’, ‘Car Mileage’ and ‘Total’.

11.

Payments procedure

11.1

Travel, subsistence and other sundry allowances must be claimed on the
standard Claim Form 1 available from the Board Assurance Officer. A single
claim must not exceed £50 at a time. All claims for travel, subsistence and
other sundry items allowances under this scheme should be made within
three months of the date of the duty or event.

11.2

The primary responsibility to ensure the accuracy and integrity of claims for
allowances rests with the individual board member. Officers are available to
give advice and guidance on claims but board members must not rely on
officers to identify claims made for ineligible duties or events.

11.3

It is important that the board member personally specifies the amount of
his/her claim, and signs accordingly. Officers are pleased to offer assistance in
the completion of claim forms, but this does not extend to exercising discretion
as to the amount due. Therefore, please do not leave blank any sections on
the claim forms.

12.

Relationship between board members’ allowances and benefits

12.1

Board members who are incapable of work, unemployed or retired may find
that being paid expenses will affect their entitlement to Social Security,
Council Tax and Housing Benefits.

12.2

In addition, where board members or their partners are claiming benefits or
Tax Credits, eligibility may be affected by either partner holding the office of
elected member. Accordingly, there is a need for both partners to advise the
appropriate authority at the time a claim is made of the amounts payable
under the expenses scheme.

12.3

The rules on statutory entitlements are complicated. For this reason, it is
important that all expenses payable by the Company be declared to the
designated authority.
If you have any doubts, please seek the specialist guidance of the
agency paying the benefit or the Inland Revenue for working or child tax
credits.
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It is the board member's personal responsibility to make all declarations
even where benefits administered by Colchester Borough Council are
concerned. It is important if you are claiming more than one benefit or
allowance to notify all the offices you have dealings with. It is not safe to
assume that because you have informed one benefit office that they will
inform any of the others.
12.4

Board members should also be aware that under the Social Security
legislation, the Company is required to furnish details of such payments to the
appropriate body if so requested.

12.5

When making declarations, board members are advised to identify all
expenses actually and necessarily incurred in order to maximise benefit
entitlement. This may include telephone costs, stationery, childcare and
carer's costs, etc.

12.6

Under the National Fraud Initiative, the Company may be required to supply
personal information as part of the periodical data matching exercise. Such
information may be provided to bodies such as the Department for Work and
Pensions, the Inland Revenue, the Benefits Agency, the Council’s Benefits
Section and the Audit Commission.
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Claim Form 1
COLCHESTER BOROUGH HOMES
Board Members’ General Expenses Form
Name & Address:

Date:

Venue:

Date:

Venue:

Date:

Venue:

Date:

Venue:

Date:

Venue:

Travel Costs:
Parking
Receipt attached Y / N
Public Transport
Receipt attached Y / N
Car Mileage
(45p per mile) No. of miles:
Motorcycle
(24.6p per mile) No. of miles:
Bicycle
(20p per mile) No. of miles:
Taxi
Receipt attached Y / N

Subsistence:
Breakfast
Lunch
Tea
Evening Meal

(max of £4.77)
(max of £6.57)
(max of £2.59)
(max of £8.13)

Receipt attached
Receipt attached
Receipt attached
Receipt attached

£
£
£

£

Y/N
Y/N
Y/N
Y/N

£
£
£
£

Receipt attached Y / N

£

Other
TOTAL:
£
Must not exceed £50

I confirm that the amounts above have been incurred due to attending meetings /
training in conjunction with my duties as a board member:
Signed:

Date:

Please hand completed form to the Board Assurance Officer, Rowan House,
Sheepen Road.
For Office Use
I certify that this claim has been inspected and is reasonable

Checked and Authorised for Payment:
Payment received by Claimant:
Payment given to Claimant:
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Claim Form 2
COLCHESTER BOROUGH HOMES
Board Member Carer Expenses Form

Name

Payroll Number

Address
Carer’s Name
Carer’s Address

Registration Number



Type of care

Childminder/ Nursery

Number of dependant(s) cared for
Hourly rate

£



Support Worker

Age(s)

(up to a maximum of £7.00 per hour for the first dependent, £5.25
per hour for a second dependent, £3.50 per hour for a third
dependent and £1.75 per hour for a fourth dependent.

Meeting Details
Date

Duration (inc travel)

Venue

Amount claimed

£

If you need to claim for more than one meeting, please use the additional
sections on the reverse of this form and enter the total below.
I confirm that the amounts above have been incurred due to attending
meetings / training in conjunction with my duties as a Board member.
Signed:

Date:

Total Claim: £

Please hand completed form to the Board Assurance Officer, Rowan House, Sheepen Road.

For Office Use
I certify that this claim has been inspected and is reasonable.

Checked and Authorised for Payment:
Payment given to Claimant:
Payment received by Claimant:
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Additional Meeting Details
Meeting Details
Date

Duration (inc travel)

Venue

Amount claimed

£

Meeting Details
Date

Duration (inc travel)

Venue

Amount claimed

£

Meeting Details
Date

Duration (inc travel)

Venue

Amount claimed

£

Meeting Details
Date

Duration (inc travel)

Venue

Amount claimed

£

Meeting Details
Date

Duration (inc travel)

Venue

Amount claimed

£

Meeting Details
Date

Duration (inc travel)

Venue

Amount claimed
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Claim Form 3
COLCHESTER BOROUGH HOMES
Board Members’ Expenses Form – payment in lieu of wages
(use a separate form for each claim)
Name and
Address
Details of meeting or event
Date

Start time End time

Venue

Description

Payment agreed in advance by (tick one)
Chair of the Board

Board Assurance Officer

Details of work missed (complete one line)
hours at

£

per hour

= £

total

% of day at

£

per day

= £

total

Evidence provided
Payslip

Letter from employer

Other:

I confirm that the amount above has been incurred due to attending meetings /
training in conjunction with my duties as a board member:
Signed:

Date:

Please hand completed form to the Business Support Team, Rowan House,
Sheepen Road.
For Office Use
I certify that this claim was agreed in advance and that appropriate evidence has
been seen:

Checked and Authorised for Payment:
Payment given to Claimant:
Payment received by Claimant:
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

10

SUBJECT:

Code of Governance and Principles for Key Policies

REPORT BY:

Brian Richardson, Director of Resources
 (01206) 282354
 brian.richardson@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

That the board accepts the recommendation of the Governance &
Remuneration Committee to formally approve:
(a) the revised Code of Governance
(b) the principles for determining which policies form part of the Code (and are
therefore brought to Board for formal approval)

2.

Introduction

2.1

The Code of Governance and proposed Principles for Key Policies (an
appendix to the Code) were considered by the Governance & Remuneration
Committee at its meeting on 24 March 2015.

2.2

The revised Code of Governance was recommended to the Board for
approval with no changes. The Principles for Key Policies was recommended
to the Board for approval with one addition:


“Does the policy or strategy expose non-executive directors to legal
liabilities?” If yes, then the policy should be brought to the full Board for
formal approval.

2.3

The implications and risks of the new strategy remain the same as on the
report to the Governance & Remuneration Committee.

3.

Appendices

3.1

The following documents are appended to this report:
 Appendix 1 – Report to the Governance & Remuneration Committee
 Appendix 2 – Revised Code of Governance
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
Governance & Remuneration Committee
DATE:

24 March 2015

TIME:

4.15 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

7

SUBJECT:

Code of Governance and Principles for Key Policies

REPORT BY:

David Lincoln, Director of Resources
 07735 562048
 david.lincoln@cbhomes.org.uk

FOR DECISION
1.

Decision Required

1.1

The Committee to consider the revised Code of Governance attached as
Appendix 1 and recommend to the Board for approval the new document
subject to any changes requested.

2.

Principles of the Code of Governance

2.1

The current CBH Code of Governance makes reference to the six core
principles of good corporate governance in local authorities as published by
the Chartered Institute of Public Finance Accountancy (CIPFA) and the
Society of Local Authority Chief Executives (SOLACE).
(www.solace.org.uk/knowledge/reports_guides/goodgovernance-England2007-02.pdf)

2.2

Although these principles are referred to in the current Code of Governance, it
is not organised around these headings. We have therefore taken the
opportunity to reorganise CBH’s Code of Governance along the lines of the six
principles. This gives greater clarity as to what should and should not be
included within the Code of Governance as key documents.

3.

Assessing the Approach for Approval of Key Corporate Documents

3.1

Under the current Scheme of Delegation, changes made to any documents
covered by the Code of Governance need to be approved at Board level and
cannot be delegated.

3.2

It may therefore be useful to adopt a framework to determine which corporate
documents outside the Code of Governance should be approved at Board
level and which should be delegated to committees and/or the executive team.
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3.3

An approach is to make a distinction between strategic and operational
content, the assumption being that the Board would need to consider strategic
matters only. Below are some questions which could potentially be used as a
checklist:
Yes

No

Does the document concern the future and
long-term goals of the organisation as a whole?

Strategic

Operational

Does the document serve as the framework for
lower-level planning?

Strategic

Operational

Does implementation require involvement from
each level of the organisation?

Strategic

Operational

Operational

Strategic

Is it mainly focused on the rules, procedures
and processes used at all levels of the
organisation?
3.4

In addition, the guiding principle that has to be adopted should be:
i) Does the policy or strategy fit within the six guiding principles?
ii) Is it an overarching company-wide policy rather than a service policy?

3.5

Examples of current documents approved at Board level which do not
currently feature in the Code of Governance include the Pets Policy and the
Welfare Reform Strategy. Applying the above framework, the Welfare Reform
Strategy would need approval by the Board and the Pets Policy would not.

3.6

The Committee are asked to consider the approach outlined above.

4.

Audit Assurance

4.1

Our internal auditors Mazars have carried out the 2014/15 audit of Corporate
Governance testing compliance against the CIPFA and SOLACE guidelines
and given full assurance.

5.

Financial, HR, Legal, Health & Safety, Equality & Diversity and Resident
Involvement Implications

5.1

None.

6.

Risk Management

6.1

None.

7.

Appendices

7.1

Appendix 1 – Code of Governance
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Code of Governance
Governance is about how organisations ensure that they are doing the right things, in the
right way, for the right people, in a timely, inclusive, open, honest and accountable
manner.
Governance comprises the systems and processes, and culture and values, by which
organisations are directed and controlled and through which they account to, engage with
and, where appropriate, provide leadership to their communities.
Colchester Borough Homes recognises that:
•

Good governance leads to good management, good performance, good stewardship of
an organisation’s money, good public engagement and, ultimately, good outcomes for
citizens and service users;

•

Good governance enables organisations to pursue their visions in an effective manner,
as well as underpinning their visions with appropriate mechanisms for control and
management of risk;

•

All organisations should aim to meet the highest standards, and governance
arrangements should not only be sound but also be seen to be sound.

Colchester Borough Homes is committed to applying the core principles set out in the
SOLACE / CIPFA Good Governance Framework (2007) of:
•

Focusing on the purpose of the company and outcomes for the community and
creating and implementing a vision for the local area;

•

Members and officers working together to achieve a common purpose with clearly
defined functions and roles;

•

Promoting values for the company and demonstrating the values of good governance
through upholding high standards of conduct and behaviour;

•

Taking informed and transparent decisions that are subject to effective scrutiny, and
managing risks;

•

Developing the capacity and capability of board members and officers to be effective;
and

•

Engaging with local people and other stakeholders to ensure robust public
accountability.

The key principles, policies and strategies that set out the way Colchester Borough Homes
will conduct its overall governance arrangements are outlined below.
Colchester Borough Homes is mindful of its duty to promote good governance for its
tenants & leaseholders and the wider community of Colchester. The Company has a range
of policies and governance documents in place to achieve this, alongside its Memorandum
& Articles of Association and the Management Agreement with Colchester Borough
Council.
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The purpose of this Code of Governance, therefore, is to provide a simple document with
hyperlinks to relevant documents relating to governance, which are available free of
charge on the Company's website: www.cbhomes.org.uk
Appendix 1 sets out the principles that will be applied to determine whether a policy or
strategy should be included in this Code.
For further information on Colchester Borough Homes’ Good Governance arrangements,
please contact:
Berkeley Young
Board Assurance Officer
Colchester Borough Homes
Rowan House, 33 Sheepen Road
Colchester CO3 3WG
 (01206) 282518
 berkeley.young@cbhomes.org.uk
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Relating to board
members and staff of the
Company working
together to achieve a
common purpose with
clearly defined functions
and roles.

Principle 2
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 Ensuring relationships between the Company and the public
are clear so that each knows what to expect of the other.

 Ensuring that a constructive working relationship exists
between board members and staff, and that the
responsibilities of board members and officers are carried out
to a high standard.

 Ensuring effective leadership throughout the Company and
being clear about executive and non-executive functions and
of the roles and responsibilities of the scrutiny function.

 Ensuring the Company makes best use of resources and that
rent payers and service users receive excellent value for
money.

 Ensuring users receive a high quality of service whether
directly, or in partnership, or by commissioning.

 Management Agreement

 Memorandum & Articles of Association

 Operational Scheme of Delegation

 Strategic Scheme of Delegation

 Trading Strategy

 Trading Protocol

 Asset Management Strategy

 Standing Financial Instructions

 Contract Procedure Rules

 Annual Report

 Medium Term Delivery Plan

 Exercising strategic leadership by developing and clearly
communicating the Company’s purpose and vision, and its
intended outcomes for residents and service users.

Principle 1

Focusing on the purpose
of the Company and on
outcomes for the
community, creating and
implementing a vision for
the local area.

CBH Documents

Sub-principles

Principle
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How we take informed
and transparent
decisions which are
subject to effective
scrutiny, and how we
manage risk.

Principle 4

 Ensuring that an effective risk management system is in
place.

 Having good-quality information, advice and support to
ensure that services are delivered effectively and are what
the community wants/needs.

 Being rigorous and transparent about how decisions are
taken and listening and acting on the outcome of constructive
scrutiny.

 Ensuring organisational values are put into practice and are
effective.

 Health & Safety Policy Statement

 Safeguarding Policy

 Whistleblowing Policy

 Risk Management Policy & Strategy

 Anti-Fraud & Corruption Policy & Procedure

 Value for Money Strategy

 Environmental Policy

 Operations Committee Terms of Reference

 Governance & Remuneration Committee
Terms of Reference

 Finance & Audit Committee Terms of
Reference

 Business Opportunities Panel Terms of
Reference

 Staff Code of Conduct

 Hospitality & Gifts Policy

 Equality Strategy

 Board Member Register of Interests

 Board Member Expenses Scheme

 Board Member Code of Conduct

 Ensuring board members and staff exercise leadership by
behaving in ways that exemplify high standards of conduct
and effective governance.

Principle 3

Ensuring the promotion
of the values of the
Company,
demonstrating the
values of good
governance by
upholding high
standards of conduct
and behaviour

CBH Documents

Sub-principles

Principle
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How we engage with
local people and other
stakeholders to ensure
robust public
accountability.

Principle 6

 Communication Strategy

 Information & Confidentiality Policy

 HR Strategy

CBH Documents
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 Making the best use of human resources by taking an active
and planned approach to meet responsibility to staff.

 Complaints Policy
 Taking an active and planned approach to dialogue with and
accountability to the public to ensure effective and
 Customer Service Strategy
appropriate service delivery whether directly by the Company,
 Resident Involvement Strategy
in partnership, or by commissioning.

 Exercising leadership through robust scrutiny function which
effectively engages residents and local institutional
stakeholders, including partnerships, and develops
constructive accountability relationships.

 Encouraging new talent for membership of the company so
that best use can be made of individuals’ skills and resources
for balancing continuity and renewal.

 Developing the capability of people and evaluating their
performance, both as individuals and as a group.

 Making sure board members and staff have the skills,
knowledge, experience and resources they need to perform
well in their roles.

Principle 5

The ways we develop
the capacity and
capability of board
members and staff to be
effective.

Sub-principles

Principle
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Appendix 1 – Principles for Key Policies
Under the current Scheme of Delegation, any changes made to documents covered
by the Code of Governance need to be approved at Board level and cannot be
delegated.
This framework determines whether corporate documents that are not within the
Code should be approved at Board level or delegated to committees and/or the
executive team.
The approach is to make a distinction between strategic and operational content, the
assumption being that the Board would need to consider strategic matters only.
Below are five criteria that will be used as a checklist:
Criteria

Yes

No

Does the document concern the future and long-term goals
of the organisation as a whole?

Strategic

Operational

Does the document serve as the framework for lower-level
planning?

Strategic

Operational

Does implementation require involvement from each level
of the organisation?

Strategic

Operational

Is it an overarching company-wide policy rather than a
service policy?

Strategic

Operational

Operational

Strategic

Is it mainly focused on the rules, procedures and processes
used at all levels of the organisation?

In addition, where a policy or strategy exposes non-executive directors to legal
liabilities, it must be brought to full board for approval.
Example
Current documents approved at Board level that do not currently feature in the Code
of Governance include the Pets Policy and the Welfare Reform Strategy. Applying
the above framework, the Welfare Reform Strategy would need approval by the
Board but the Pets Policy would not.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

11

SUBJECT:

Implementation Of New CBC-CBH Management Agreement –
Progress report April 2015

REPORT BY:

Greg Falvey, Chief Executive
 (01206) 282919
 greg.falvey@cbhomes.org.uk

FOR DISCUSSION
1.

Item for Discussion

1.1

The Board is invited to discuss the Implementation Of New CBC-CBH
Management Agreement Progress Report April 2015, which is appended to
this report.

2.

Introduction

2.1

The Local Housing Review, which looked at the options for delivery of
housing-related services, resulted in a new management agreement between
CBH and CBC being signed in August 2013

2.2

The New Housing Arrangements project continued into 2014 with the transfer
of some housing-related services from CBC to CBH and vice versa. In April
2014, a number of other services also transferred to CBH, including the
Corporate Facilities Management service.

2.3

One year on from this transfer, the attached report takes a look back at the
achievements of these projects.

3.

Financial, HR, Legal, Health & Safety and Equality & Diversity
Implications

3.1

None

4.

Residents at the Heart

4.1

The changes covered in the report were as a result of decisions made with a
view to deliver better housing services whilst gaining maximum value for the
Housing Revenue Account and General Fund.
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5.

Appendix

5.1

The following document is appended to this report:
 Implementation Of New CBC-CBH Management Agreement – Progress
Report April 2015
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11. Appendix 1 - Implementation Report

Implementation Of New CBC-CBH
Management Agreement

Progress Report April 2015

11a. Implementation Of New Cbc-Cbh Management Agreement – Progress Report April 2015
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Executive summary
The New Housing Arrangements project was completed in 2014 and was followed by the
transfer of the Council’s corporate facilities management function into CBH. These
changes were the culmination of a significant amount of joint work between CBC and
CBH starting with the Local Housing Review which began in 2011 and looked at how best
to deliver housing-related services in Colchester as the previous management agreement
came to an end.
A year on from the transfer of the Corporate Facilities Management team in April 2014, it
is timely to look back at the key decisions made as part of these joint initiatives and what
contribution they have made to increasing the resilience and sustainability of housingrelated services and delivering better value for money for the Housing Revenue Account
and General Fund. This report does not constitute a review of CBH’s overall performance
since the conclusion of the projects, as this is dealt with elsewhere as part of the
governance arrangements in place under the current management agreement.
The main changes as a result of the projects can be summarised as:
•
•
•
•
•

Transfer of some General Fund services from CBC to CBH, including Housing
Options and Corporate Facilities Management
Transfer of Customer Services from CBH to CBC
Review of governance arrangements
Maintenance budgets transferred to CBH
Implementation of a framework for trading, including a trading protocol between
CBH and CBC and a CBH trading strategy

In the main the transition to the new arrangements has brought about successful
outcomes. Some of the highlights so far have been:
• £60k saving to the CBH management fee in 2014/15
• Corporate facilities management service being provided on a reduced budget,
saving £50kpa to the General Fund
• Additional savings to General Fund by CBC using CBH expertise rather than
external contractors for capital projects, e.g. using the CBH design team
• Additional procurement savings made possible by the integration of the corporate
facilities management team to CBH, e.g. by using the existing CBH supply chain
• Savings of £35kpa to the General Fund via better use of temporary
accommodation, including a significant reduction in the use of bed & breakfast
accommodation both outside the borough and overall. Savings have been
reinvested to generate savings in future years.
• Additional income to CBH of around £100k in 2014/15, contributing towards the
reduction in overheads and money available for further investment. Further
potential income facilitated by the new trading framework and the expansion of
Property Services to include corporate facilities management & engineering team
• The repairs budget is now part of the CBH management fee and it is therefore of
note that this new programme was managed within budget in 2014/15

11a. Implementation Of New CBC-CBH Management Agreement – Progress report April 2015
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•
•
•

Closer strategic alignment and a better working partnership between the two
organisations, supported by a new liaison framework
Greater involvement by CBH in planning & delivery of CBC housing objectives, e.g.
HRA business planning, supporting the Council’s new build programme
Programme of stock condition surveys and longer-term investment plan being
developed for the Council’s non-housing stock for the first time

Issues:
•

•
•

•

Transfer of the Customer Service team – following a difficult start, performance has
now stabilised and our efforts are now focused on process improvements and
helping customers to help themselves
Slow progress on ICT priorities has meant that CBH and CBC have struggled to
maximise the gains from the changes
Following the transfer of the Corporate Facilities Management service some
communications and capacity issues were encountered on one particular legacy
project and lessons were learnt. Other projects are progressing well.
CBH teams are now split across more locations, impacting on cost and efficiency.

In 2015/16 the focus will be on continuing to work in partnership and consolidating the
gains made since the new management agreement was signed, including.
•

•
•
•
•
•

Delivering key aims of the Housing Strategy, Homelessness Strategy, Asset
Management Strategy, Housing Development Strategy, Community Enabling
Strategy
Joint work to progress a number of projects including improving customer service,
sheltered housing review, Creative Business Centre
Implementation of CBH’s Value for Money strategy, “Future fit” project and
Organisational Development Plan
Further work on expanding commercial opportunities
Launch of new CBH Organisational Development plan
Developing resident involvement and aligning it with neighbourhood-based asset
management.
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Introduction
The Local Housing Review, which looked at the options for delivery of housing-related
services, resulted in a new management agreement between CBH and CBC being signed
in August 2013. Following on from this, CBH & CBC worked together to develop CBH’s
Medium Term Delivery Plan 2014-17, with strategic objectives closely aligned with the
Council’s priorities for housing.
The New Housing Arrangements project continued into 2014 with the transfer of some
housing-related services from CBC to CBH and vice versa. In April 2014 a number of
other services also transferred to CBH, including the Corporate Facilities Management
team. One year on from this transfer, this report takes a look back at the achievements of
these projects. It is important to note that this report does not constitute a review of
CBH’s overall performance since the conclusion of the projects, as this is dealt with
elsewhere as part of the governance arrangements in place. A fuller analysis of CBH’s
overall performance is contained in CBH’s Value for Money strategy and Annual Report.

Transferred services
Under the new arrangements, 11.7 FTE posts transferred from CBH to CBC in November
2013 when the Council took over delivery of the front-line customer service function. The
following services transferred from CBC to CBH:
•
•
•
•

Housing options (21.3 FTE)
Corporate facilities management, including the Engineering team (12 FTE)
Energy Performance Certificates (1 FTE)
Disabled Facilities Grant applications (1 FTE)

This resulted in a net growth to CBH of 23.6 FTE (26 individuals), bringing the total
number of CBH employees to 200 as at 1 April 2014.
In general the TUPE process went smoothly in both directions. The two organisations put
together a service transfer checklist to ensure that all issues such as budgets,
administrative support and ICT were considered with each move. Each area was
transferred without any interruption to service, although there was significant follow-up
work done post-transfer such as confirming budgets and drawing up SLAs.
CBH has also introduced a new assimilation questionnaire to check with managers of
new services if there are any outstanding issues. There are still a number of minor ICT
issues outstanding.
Customer Services
CBH’s customer contact team was transferred into the Council’s Universal Customer
Environment in November 2013 to provide a single point of contact for housing-related
enquiries. This formed part of the wider re-modelling of other Council services.
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The intention of the transfer was to maintain standards whilst driving towards integrated
council services and formed part of the Council’s wider Universal Customer Contact
Fundamental Service Review (UCC FSR). The transfer was scoped out and planned but
both customer services teams faced a number challenges including an unexpected level
of staff turnover, with it the loss of stability and experience for the service. Integration and
up-skilling during this time remained the focus but deviations from the plan had to be
made.
In addition to the transfer, the wider Customer Services team relocated to the library for
front facing services and moved the call centre to Rowan House. Whilst this was a period
of great change, it was an opportune time for both the CBH Customer Services and
Council Customer Services to take a step closer to working together and the new working
environment broke down pre-existing work location barriers.
The CBH tenant-led Service Improvement & Development Group conducted a mystery
shop of the library in 2014. The outcome was very positive, with a number of comments
about how successful the merge of CBC and CBH customer services had been as well as
suggestions for improvements. There have been several issues which have been marked
as high priority and an action plan has been developed, along with dedicated resource to
work on the plan and facilitate continued improvement and liaison between CBC and
CBH. The issues highlighted include:
•

Call waiting times - average call waiting times were unsteady up to December where
they, on occasions, exceeded the 25 second target. This resulted in wider issues of
increased contact from customers and issues for back office services. As previously
mentioned the action plan that has been developed has addressed some of these
issues and work continues. Since December 2014, the target has improved to hit the
25 second average wait time target. Due to the upgrade of the ICT, resolution rates
have not been fully reported but an upgrade in April 2015 is expected to resolve this
issue.

•

ICT – There have been significant changes, for example a new phone system & new
Customer Relationship Management system as well as new systems infrastructure.
Although there has been a predictable impact on service due to the implementation of
new systems, is hoped that the new technology will enable the Customer Service
Centre to make more efficient use of operator down time.

•

Staffing - There has been a high staff turnover since the transfer, including some new
recruits to key management posts, as well as long-term sickness, all of which
increases pressure on the existing members of the team. The team is now fully
staffed and stable.

•

Training – Staff turnover has led to some training issues such as call centre staff
raising inspections rather than repairs, resulting in multiple visits. Scripting and FAQs
are being worked on to help operators offer a clearer and more efficient service.
Members of the customer services team are being co-located with the Property
Services team on a rotating basis to address training issues and exchange good
practice and ensure more joined up working. This is also being replicated within the
Housing Management team.
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Homelessness & Housing Options
In November 2013 the Housing Options Service was transferred to CBC and moved into
the Greenstead Local Housing Office. Although staff have adjusted well to the culture of
CBH, further integration of the Housing Options team to CBH is made difficult with teams
having to operate from different sites.
Nevertheless, the transfer has begun to bear fruit in terms of joined up working between
housing options and other CBH teams. For example, the Housing Options & Tenancy
Support teams are working together to actively monitor and manage move-on
accommodation for those in temporary accommodation, and the Housing Options team is
involved in pre-tenancy workshops. Closer working would be made easier if teams were
located together and this is something CBH will be looking at as part of its
accommodation review.
Some of the highlights for the housing options team since the transfer have been:
•

Temporary accommodation – the team has secured private sector accommodation
and has also put in place arrangements with various local organisations. The savings
made to the temporary accommodation spend by reducing reliance on bed &
breakfast accommodation will now be reinvested in improving the accommodation
further, for example by providing furnished temporary accommodation for the first
time.

•

Bed & breakfast – as the quality and supply of temporary accommodation has
improved the team has been able to eliminate the use of bed and breakfast
accommodation outside the borough. Overall use of bed and breakfast
accommodation has reduced significantly (3 households in B&B at the end of
December 2015, down from 18 in December 2013), resulting in a net saving of £35k
pa to the Council’s General Fund.

•

Homelessness Gold Standard first stage of the assessment completed & action plan
developed

•

Private rented sector – a number of options under consideration working with private
landlords, e.g. leasing schemes & a lettings agency. The team has also begun to
place homeless households into settled accommodation in the private sector instead
of in social housing for the first time.

•

Homelessness prevention – CBH worked with CBC on the development of the
Council’s new Homelessness Strategy and has been involved in setting up number of
new homelessness prevention initiatives such as CHASUP (Colchester Homelessness
Agencies Service Users Panel) and CoYoHo www.coyoho.co.uk (Colchester Young
Housing). In late 2014 the first rough sleeper count was conducted in over 8 years and
2 rough sleepers were counted, a significant reduction compared to the previous
year’s estimate of 35.

•

Other - the team has recently been successful in a joint bid for £100K of government
funding for to strengthen the Women’s Refuge service. CBH has also recently begun
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hosting the Greater Haven Gateway coordinator to support housing options services
across the sub-region.
Issues
• A number of areas were not fully scoped before the transfer, such as identifying
resources for performance management and transfer of homelessness budgets (now
resolved).
• Signposting and customer environment in the library, e.g. housing staff available on
ground floor to manage customer flow, waiting areas, customer toilets etc. (partly
resolved)
• Working conditions for staff in the library, e.g. desks for staff (now partially resolved)
• More work to do on customer journey & triage, the only part of the customer process
identified as poor by the Homelessness Gold Standard. Services are currently
“triaged” through the CBC Customer Service Team, which makes an early
assessment of the need for further advice or a homelessness assessment. The
outcomes of these initial assessments are not currently confirmed in writing to the
customer by the Customer Services team. This is a training and a hardware issue,
and is being addressed as part of a new joint piece of work between CBH, CBC
Customer Services and CBC Professional Services Unit to look at better ways of
working.
Corporate facilities management
The Building Services & Facilities Management team transferred to CBH in April 2014,
along with a small engineering team. In setting the budget for 2014/15, the Council
established a savings target of £50k for the service. The budget was transferred to CBH
minus the £50k and therefore CBH is working to generate income and savings in-year to
maintain service levels. The same principles will apply for 2015/16 and beyond.
As part of the Property Services division, the Corporate Facilities Management team can
now benefit from the services of the existing direct labour organisation, creating additional
resilience and efficiencies.
The team can also take advantage of CBH professional expertise such as construction
design & management, mechanical & electrical services, quantity surveying, and
structural & building surveying: a newly created asbestos team (3 FTE) has been created
under corporate facilities management, and a new design team made up of existing asset
management and finance staff (4 FTE) will transfer into the facilities management service
in April 2015.
The transfer has facilitated savings to the General Fund by reducing reliance on external
consultants and contractors in delivering maintenance and capital works for the Council’s
corporate building assets. It has also created a base for commercial business
opportunities, via the delivery of building services and facilities management for other
organisations.
Incorporation of the team has already generated savings, for example through joint
procurement for planned preventative maintenance as well as adding sheltered housing
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into an existing Corporate Facilities Management contract. In 2014 the joint tender for
cleaning services of housing & corporate properties generated an 18% reduction in
annual cleaning costs for corporate properties & 24% for CBH sites compared to the
previous year equivalent to a saving of around £60k a year overall.
Highlights for the service since transfer have included:
•
•
•

Work underway to complete a survey of the whole property portfolio, as well as a
longer-term corporate asset investment plan
Establishment of new service level agreement with services defined for the first time &
performance targets agreed
New business opportunities, including project management of the Creative Business
Centre for CBC (due to start October 2015).

Issues:
•

•

Following the transfer of the service some communications and capacity issues were
encountered on one particular legacy project and lessons were learnt. Other projects
are progressing well.
As budgets have remained with CBC, no efficiencies have been made in this respect.
Current arrangements mean orders being raised on both CBH and CBC systems, thus
creating duplication. A solution is being explored as part of CBH’s ICT priorities.

Other services
A post was transferred to CBH to provide expertise in awarding Energy Performance
Certificates, along with another post to carry out customer liaison work on applications for
Disabled Facilities Grants.

New services
In addition to the transferred staff, CBH has also been able to create a number of fixedterm positions thanks to specific time-limited funding provided by CBC to deliver on key
strategic priorities.
Tenancy monitoring
In 2014/15, additional resources of £60k per year were approved by the Council and
incorporated into the management fee for a 3-year period in order to update customer
records and help identify support needs in preparation for the introduction of Universal
Credit.
Two full time officers have been recruited and CBH is on target to have carried out a
tenancy audit on the whole of the stock within the 3-year period. The tenancy audit
programme has seen an increase of referrals into the Tenancy Support Team, and
officers have also uncovered abandoned properties, squatters and tenancy fraud, freeing
up a number of properties for applicants on the waiting list.
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In carrying out audits officers have identified a significant number of alterations to
properties which have been made by tenants without permission, resulting in additional
pressure on the Asset Management team to carry out surveys on these promptly to act on
potential Health & Safety risks to tenants.
Financial inclusion
In recognition of the need to address welfare reform, funding was identified to enable
CBH to recruit a full-time Financial Inclusion Officer on a fixed term contract. CBH’s work,
recognised as a national example of best practice by the Citizens Advice Bureau, has
involved effective data sharing, communications and individual support for those affected
and has had real success: the benefit cap caseload has reduced significantly and the
underoccupation caseload has dropped by a third from 520 in January 2013 to 341 in
March 2015. The work of the Financial Inclusion Officer has prevented a number of
evictions for those affected, for example by assisting with claims for Discretionary
Housing Payments.
An additional post of Housing Benefit Liaison Officer has also been created and together
with CBH’s existing Welfare Rights Advisor and the Financial Inclusion Officer a new
Financial Inclusion Team has been established. The team has so far delivered excellent
results, particularly with the challenges of Universal Credit ahead.

New build
CBH has worked with CBC on the development of the first phase of the Council’s new
build programme, working in an “informed client” capacity, and is now managing the first
completed properties. In addition, CBH has been given the opportunity to work in a
principal contractor capacity on the successful refurbishment of Worsnop House, its first
large-scale multi-million pound project.
CBH will also continue to play a proactive role in creating a new Housing Development
Strategy to plan further phases, and there is potential for CBH to have a greater role in
delivery of the programme in future.

Governance
CBH-CBC Liaison
A Liaison and Performance Framework was drawn up as a schedule to the Management
Agreement to incorporate robust performance management both within CBH and in
partnership with CBC and residents. Key features include:
•
•
•

Quarterly Principal Liaison meetings which provide a vehicle for decision-making
and monitoring of the CBH Delivery Plan
Re-establishment of annual strategic meetings
Bi-monthly meetings between the Chief Executives of both organisations
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•
•
•

•
•
•

Monthly liaison between the Head of Commercial Services and the CBH Chief
Executive.
Liaison between CBH Chair and the Portfolio Holder for Housing and Public
Protection
Reorganisation of the client function within CBC to cover asset management,
tenant management/housing options, ICT and corporate facilities functions, each
with a dedicated officer
A new mechanism for the Council to consult and engage with its tenants.
Annual attendance by CBH at CBC Scrutiny Panel for review of performance
CBC attendance at CBH Board and Operations Committee.

These strengthened arrangements have so far been highly successful in supporting a
strong working relationship based on a “no surprises” approach. Examples of fruitful
collaborative working have included:
• Development of the CBH Medium Term Delivery Plan 2014-17
• Joint work on the Council’s new 30-year HRA Business Plan
• Revised housing Asset Management Strategy
• Revised service level agreements for services provided to CBH by CBC
• Consultation & engagement with CBH on key CBC housing objectives, e.g.
housing strategy & homelessness strategy
• Business partner arrangement for communications which has enabled CBH to
provide a more diverse and high quality service whilst reducing its cost outlay.
CBH Board
The CBH Board underwent a review in 2013 as part of the new housing arrangements.
As well as putting measures in place to support commercial activities, the Board has been
streamlined & reconstituted, reducing from 15 to 12 Board members with 4 Council
nominees, 4 residents, and 4 independent members. A new independent Chair was also
appointed, with CBC playing a key part in the recruitment process as set out in the new
Liaison Protocol.

Value for Money
Although there were opportunities identified for efficiencies following implementation,
savings were not the primary purpose of the new housing arrangements project.
However, it was an important consideration that pressures were not increased on the
General Fund through the recharging structures and this has been achieved.
The stability of a long-term management agreement, along with the linking of the CBH
management fee to the HRA Business Plan, has made it possible for CBH to plan more
effectively in the medium term, which in turn provides more opportunities to achieve value
for money.

11a. Implementation Of New CBC-CBH Management Agreement – Progress report April 2015

113

11

11. Appendix 1 - Implementation Report
Building Trust • Delivering Tenant Led Services • Commitment to our Communities
Delivering Professional Services • Providing Value for Money

The new housing arrangements project identified an opportunity for a streamlined flexible
management process for the responsive repairs budgets. Transferring the repairs
budgets to CBH and handing over overall control and responsibility has led to efficiency
savings and a reduction in double handling. CBH is now able to earmark up to £100k of
efficiencies made in revenue repairs in any year for future repairs. However, CBH is also
responsible for the first £200k pa of any repairs overspend, which represents an added
risk for CBH. The forecast year-end position indicates that CBH has kept maintenance
spend well within the planned budget for 2014/15 whilst maintaining the same level of
service.
CBH have made significant cashable and non-cashable savings in recent years. They
include not only savings for CBH, but for the Council, both in the HRA and the General
Fund, and include a £60k saving on the management fee in 2014/15, as well as
significant one-off savings. Further details of the efficiencies and savings made to date
can be found in the CBH Value for Money Strategy which is being launched in 2015.

Accommodation
The new arrangements have meant incorporating CBH teams based at new locations,
including the Town Hall, the town centre library and Colchester Leisure World. In
addition, CBC’s disposal of part of the Gosbecks site led to the acquisition of 2 further
locations: a depot in Dedham and office space at the Riverside complex in central
Colchester. As a result of these changes, CBH teams are now split across many
locations: Rowan House, Gosbecks, Riverside, Dedham, town hall, library, Colchester
Leisure World, Greenstead Local Housing Office and sheltered housing schemes.
As a consequence of the remodelling of the Gosbecks site, premises costs have
increased. The management fee has been adjusted to reflect this.
The Greenstead Local Housing Office is a useful resource close to a community which
CBH serves, but the management of both the office and staff needs to be considered
further to make the best use of the accommodation resource and ensure that customers
are able to access a good service. Alterations are taking place at the Greenstead office
to improve facilities for staff, particularly to work toward Disability Discrimination Act
compliance.
CBH will be taking forward a new accommodation strategy in 2015/16 to ensure
accommodation is fit for purpose and enables CBH to make the most efficient use of its
resources.

New business
The Council and CBH were keen to realise CBH’s potential to trade its services, resulting
in an income to CBH and the General Fund. Thus implementation of the new
arrangements focused on establishing a framework to facilitate commercial activities,
including:
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•
•
•
•
•
•
•

New management agreement and CBH Memorandum and Articles drafted with
facilitation of new business in mind
Trading protocol governing decision-making agreed as a schedule to management
agreement, backed up by a robust business case & risk evaluation process
CBH Trading Strategy and action plan
Establishment of a Business Opportunities Panel by the CBH Board
Board recruitment focused on boosting commercial expertise
Establishment of a separate account for trading surpluses to ensure transparency
Business advice on the commercialisation of CBH services provided by Colchester
Business & Enterprise Agency (Colbea).

In 2014/15 CBH generated additional income to support future trading activities. A
number of new trading initiatives have contributed to this additional income, including:
•
•
•
•
•

Repairs & maintenance, e.g. Gurkha Homes
Capital project management, e.g. Creative Business Centre project for CBC
Income generated by the engineering team from car park inspections for other local
authorities.
Professional fees, e.g. Health & Safety services for Colbea & PV consultancy work for
Havebury
Management fee income for hosting the Greater Haven Gateway co-ordinator role.

A number of further initiatives are in the pipeline and fee proposals have been submitted.
Issues:
•
•

ICT solutions need to be put in place to enable CBH to realise its trading ambitions.
Options are being considered to resolve this problem.
The project envisaged the creation of trading company used as a vehicle for CBH to
trade and sell services to other clients, although CBC has yet to reach a final decision
on the form this will take.

ICT
There have been some real successes in recent times, including:
• launch of Capita Connect in March 2014, allowing customers to view their rent
balance and repairs history and set up direct debits online for the first time
• introduction of text message reminders, reducing the need for repeat calls
• text message repairs surveys
• introduction of a new voids module
• moving from Capita Contractor to Open Contractor
• implementation of new direct debit dates.
CBC is currently working on offering better online self-serve options and in the future
customers will be able to:
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•
•
•

log antisocial behaviour cases
log complaints
log new repairs.

Nevertheless, ICT is perhaps the area where most focus is now needed in order to
maximise the gains of the projects. CBC has undergone great changes in its ICT
infrastructure and support systems in recent years. Whilst CBC resources have been
focused on its larger-scale projects such as the Universal Customer Environment project,
Fundamental Service reviews and migrations to new systems, CBH has struggled to
make progress in the ICT changes which would enhance the value for money it is able to
offer, for example:
•
•
•

ability to use existing systems for non-housing & non-CBC properties
interface between E-Financials procurement system and Capita
remapping of shared drives for Housing Options and Corporate Facilities
Management.

Issues around lines of communication have been addressed by the creation of a
dedicated Housing Systems team within CBC Commercial Services and a dedicated
Business Partner for CBH, and work is ongoing to ensure that hand-offs are minimised
and CBH requirements are prioritised appropriately.

Forward look
In 2015/16 the focus will be on continuing to work in partnership and consolidating the
gains made since the new management agreement was signed. This will include:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Working together to deliver the aims of the Council’s new Housing Strategy
Making further progress on delivery of the Homelessness Strategy
Implementation of the Councils new housing Asset Management Strategy
Creation of a new Housing Development Strategy
Adoption of the new viability model for housing asset management
Joint work to improve the customer experience
Progressing the sheltered housing review, in particular focusing on the
refurbishment of Enoch House
Delivery of the CBC Creative Business Centre project
CBH Academy, a project aimed at providing training & education opportunities to
local residents, which will tie into the Council’s new Community Enabling Strategy
CBH Value for Money strategy & action plan
CBH “Future fit” project, to include restructuring, accommodation review etc.
Implementation of Colbea recommendations to support trading
Launch of new CBH Organisational Development plan
New accreditations for CBH, e.g. Homelessness Gold Standard, Investors in
People Silver & ISO 18001
STAR action plan
Further preparations for Universal Credit
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•
•

•

Developing resident involvement and aligning it with neighbourhood-based asset
management
Future Options Group to consider several housing sites which are currently in
operation as managed sheltered housing, assessing the potential income, cost and
viability of the options available, whilst considering the requirements of sheltered
housing tenants and the housing demand in the Borough
Developing links with Health and Social Care to improve the life chances of local
residents.

In addition, a number of ICT projects are outstanding and work is underway to facilitate
and prioritise these. There may be scope for exploring the migration of further services in
the future.
Outstanding workstreams
There are a number of workstreams identified during development of CBH’s Medium
Term Delivery Plan which have not yet come to fruition, including:
•
•
•
•
•

Exploring with the Council the opportunity for CBH to become a Registered Provider –
on hold
Explore new models e.g. charitable subsidiary, trading subsidiary – awaiting decision
by CBC
Help bring empty private sector homes back into use - opportunities are currently
limited for CBH involvement
Explore CBH role in delivery of Disabled Facilities Grants works in the borough
Increase use of assistive technologies for Council tenants (e.g. telecare, telehealth) –
awaiting service offer from CBC.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Rowan House, Room 1

AGENDA ITEM:

12

SUBJECT:

Finance Assurance Report

REPORT BY:

Brian Richardson, Director of Resources
 (01206) 282354
 brian.richardson@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 28
February 2015, together with an update on the progress of the review of
strategic risks and risk appetite.

2.

Recommendations

2.1

That the Board:
• Notes the review of financial position as at 28 February;
• Notes progress against the savings target.

3.

Background

3.1

The Management Fee Budgets are managed on a risk-based approach with a
high level of monitoring on the key risk budgets. These include salaries,
premises, SLAs and new services taken on from the Council. The salaries
budget represents over 70% of the controllable budgets and a detailed model is
used to monitor this.

3.2

The Finance & Audit Committee monitors the progress against the budgets in
detail at their meetings during the year to ensure these are effectively
monitored.
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4.

Review of Financial Position as at 28 February 2015

4.1

Set out below is the actual expenditure on the operating budget and a forecast of
the 31 March 2015 outturn. This outturn forecast is the current best estimate but
will be subject to audit adjustments.

Budget
2014-15

Expenditure
to 28 Feb 15
(excluding
accruals)

Forecast to
31 Mar 15

Projected
variance at
31 Mar 15

(£000)

(£000)

(£000)

(£000)

Management Fee Budget

6,349

5,508

6,009

-340

Revenue – CBH (net work
commitment)

2,746

2,453

2,551

-195

2,702

1,385

2,200

-502

11,116

11,206

11,383

267

1,508

1,483

1,524

16

Delegated Budgets
Services Budgets
Capital – all capital work
commitment
Revenue – CBC contracts

The key reasons for variances are as follows:
Management Fee
4.2

The 2014-15 revised budget has been reduced by £60,000 to account for the
efficiency savings that need to be realised this financial year. These savings have
been achieved.

4.3

Additionally, there have been a number of vacant posts that have been hard to fill,
which have led to an underspend on the salaries budget of approximately
£200,000. Property Services is also forecasting an underspend of £140,000
through vacant posts and lower than budgeted expenditure on professional fees.

4.4

Contained within the management fee are the CBH revenue accounts for Responsive
Repairs, Voids, etc, which are now the responsibility of the company. The forecast
outturn for these budgets is an underspend of £195,000, which will be partially offset
by the projected £16,000 overspend on the Revenue CBC contract, giving an overall
forecast underspend of £180,000 for HRA revenue works.

4.5

The majority of this underspend comes from Voids, where demand was lower than
previous years, and from cost savings achieved through merging CBH’s and CBC’s
Service Contracts.

4.6

Board Members should note that in accordance with Schedule 6 of the Management
Agreement, CBH can retain £100,000 of this works underspend as reserves and will
be returning the balance to CBC to fund future years’ revenue works budgets.
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Service Budgets
4.7

Year-end outturn is forecast to be £502,000 under budget. This reflects additional
income of £285,000 due from leaseholders for Section 20 work carried out.

4.8

In addition, lower fuel costs in year have resulted in a £58,000 saving on utilities in
year. These savings will be passed on to tenants through lower service charges in
future years.

4.9

A saving of £160,000 has been made in expenditure on temporary
accommodation, which reflects savings achieved through process changes
introduced. It is hoped some of these savings can be recycled into future Homeless
prevention initiatives.
Capital – all capital works

4.10

Year-end outturn is forecasting the capital budget to be overspent. However, this
forecast includes the cost of insurance works, leasehold recharges and garage
clearances for the new build project, if these costs are omitted the capital budget
would be balanced.
Revenue CBC Contracts

4.11

The outturn forecast for these budgets is to be slightly overspent, but this will be
offset by the underspend on the CBH revenue budgets as indicated in para 4.4.

5.

Savings 2014/15

5.1

In setting the budget for 2014/15, the Council set a savings target of £60,000 on
the Management Fee and a further £50,000 on Corporate Facilities Management.
Board Members should note that the Corporate Facilities budget was transferred to
CBH less the £50,000, and this saving has been achieved through efficiencies. Set
out in the table below is a summary of how the Management Fee saving target has
been achieved.

5.2

2014/15

Full Year

Housing Management Review (report to Governance &
Remuneration Committee, 3 July 2014)

£19,600

£44,000

Property Services saving in consultancy by carrying out
work in-house.

£20,000

£20,000

Salaries vacancies

£20,400

Total

£60,000

The part-year shortfall in 2014/15 will be met from salaries vacancies.
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£64,000

6.

New Business Income

6.1

The New Business trading anticipated gross profit for the year is set out below:
Description

Anticipated
Income (£)

Gurkha Homes

3,800

Professional fees

1,200

Co-op properties

800

Gateway management fee

4,800

Total

10,600

7.

Risk Management

7.1

The Finance and Audit Committee has reviewed the Risk Management Strategy in
line with outcomes of the Working Group and this is attached elsewhere on this
agenda.

7.2

DMT is reviewing the strategic risks and will be taking their scoring of these risks to
the Finance and Audit Committee’s June meeting for discussion. The outcome of
this discussion and the Strategic Risk Register with agreed scorings will then be
submitted to the Board.

8.

Financial Implications

8.1

These are incorporated in the body of the report.

9.

HR, Health & Safety and Equality & Diversity Implications

9.1

None.

10.

Residents at the Heart

10.1

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.

11.

Risk Management

11.1

If the expenditure has been inaccurately forecast, it could lead to a significant
overspend or underspend at year-end. Forecasts are made on a risk-based
approach, targeting the largest and most volatile budgets and focusing on the key
cost drivers, thus minimising the risk.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

13

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 of 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 next meeting of the Operations Committee, to be held on 14 May 2015, will
review the year end performance outcomes and agree a work plan for the
forthcoming year. The Operations Committee has arranged a training session to
consider our comparative performance and to focus on any areas to be
developed or scrutinised further.

4.

Performance Monitoring (to end of March 2014)

4.1

Overall performance at year demonstrates positive outcomes against assumed
year end targets. Performance targets for Tenancy Audits and under-occupation
were new for 2014/15 so were estimated without previous year comparable
information.

4.2

Of 19 KPIs monitored, eleven are green, five are amber and two are red against
the locally agreed performance target. The indicator for first call resolution is no
longer available since the transfer of services to the CBC Customer Services
Centre.

4.3

Below are details of the KPIs that are not green and what measures are being
taken to improve performance.
Cases presented prevented from becoming homeless (Amber)

4.4

At the end of the period, 565 cases had been prevented from becoming
homeless, almost achieving our target of 600 cases. It should be noted that this
indicator includes prevention solutions that are provided by agencies to which we
provide grant funding alongside the CBH team solutions and the criterion is
monitored against central government requirements. Overall, 47% of those
presenting as homeless were prevented from being homeless.
Households in temporary accommodation (Amber)

4.5

The numbers in temporary accommodation were 146 at the end of March, a little
above our target of 140. The reliance on temporary accommodation has
increased in the last quarter as we have found it more difficult to secure private
rented accommodation, with a changing local market and staff changes. The
expected re furbishment of temporary accommodation by Family Mosaic at Friars
Court was delayed and our own temporary accommodation at Creffield Road was
out of use for six weeks during February/March for refurbishment, which led to an
increase in use of Bed & Breakfast accommodation over February and March.
Percentage of under-occupied council homes (Amber)

4.6

This is a new target, which has been introduced to monitor the effectiveness of
work to reduce under-occupation, particularly for those tenants who are affected
by welfare reform. Our target is to achieve less than 23% of our housing stock
being under-occupied. The outturn at the end of March was 25% under-occupied.
Allocation to the new build Council homes and re furbished sheltered homes has
provided opportunity to reduce under-occupation.
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Tenancy Audits Completed (Red)
4.7

The start date of the audits was delayed following poor response to recruitment and
a period of training and induction was essential. At the end of March, 1,795 audits
had been completed, against our target to achieve 2,000. This small team now has
an office-based administrator to support the arrangement of appointments and
administer the audits, ensuring information databases are updated efficiently.
Whilst the outcome is recorded as red, the outcomes and achievements from the
tenancy audits have been very good in the first year of operation.
Former tenant arrears (Amber)

4.8

The outcome for the period – 1.42% of the rent debit collected – is a little below
our expected target to reduce the debt to 1.20% of debit raised, although overall
remains within the expected range and budget provision for bad debt. The yearend outturn figure increased by a small number of high value evictions in March.
Former tenant arrears are collected through a Service Level Agreement with CBC
Income Collection Team.

5.

Financial Implications

5.1

Performance achievement against target affects budget outturns.

6.

HR Implications

6.1

Staff resources are sufficient to deliver the required level of service.

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.
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Minutes of the Operations Committee Meeting
Held at 4.00 pm on Thursday 12 February 2015
Room 1, Rowan House
Sheepen Road, Colchester
Present:

Alan Blois
Mike Lilley
Michala Carey
Geoff Foster

In Attendance:
(Chair)
(Vice Chair)
(from

Ria Eustace
Kathy Healy
Karen Loweman
Gerardine Murphy
Mark Wright
Berkeley Young

(Minutes)

Observing:

Geoff Beales

(CBC)

1.

Apologies for absence

1.1

Apologies for absence had been received from Ray Gamble.

2.

Confirm minutes of previous meeting (14 January 2015) and matters arising

2.1

The minutes were approved as a true record of the previous meeting and signed by
the Chair.

2.2

Item 3.6 – Karen Loweman confirmed that members were invited to the Service
Improvement Group meeting on 26 February to receive a presentation on new
online services and access routes for customers.

2.3

Item 6.6 – The minutes should read ‘Middlewick’ not ‘Middlebrook’. Karen
Loweman confirmed that the NAP was under review, but that CBH would continue
to support the local stakeholder group and provide support to the NAP if it
continued and there was a role for CBH.

3.

Performance Report

3.1

Karen Loweman took members through the report.
Performance Slides

3.2

ASB cases not re-opened within 90 days – CBH received on average 20 new
complaints of ASB per month. At the end of December 2014, there were 68 open
cases involving CBH tenants and 15 involving private sector households.

3.3

Households in temporary accommodation – Karen explained that Private Sector
Leasing schemes varied from landlord to landlord, but properties were usually
leased with a contract of three to five years and the landlord retained responsibility
for repairs and maintenance. Should the landlord decide to sell the property, the
outgoing tenant would be supported to find alternative accommodation.
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3.4

Average days to re-let General Needs properties – it was confirmed that this
related to working days.

3.5

Under-occupied Council Homes – this had reduced from 25% to 24.8% at the end
of January. The main focus was on supporting those who were under-occupying by
two bedrooms – 55 of 353. 50% of these were paying the spare room subsidy in
full.

3.6

First Call Resolution – the updated software, integrating the telephony and IT
systems, was expected to produce the required statistics in due course. Action:
Geoff Beales to provide an update on progress.

3.7

Former Tenant Arrears – CBH had written to the CBC Finance team requesting a
change to the write-off process. This currently took 16 weeks and CBH believed it
could be completed within 4-5 weeks. Tenants with arrears were permitted to
downsize, and any payments from the Tenant Incentive to move Scheme (TIS)
were put towards their arrears.

3.8

Rent collection – of the 1,584 tenants in arrears. 178 had serious arrears of more
than seven weeks’ rent. The average arrear is £273. The rent collection figure has
been affected by three high-level cases caught up in court process (one of £4,000
and two of more than £2,000).

3.9

Average days to complete a repair – Geoff Foster asked whether the target of 6.6
days was maintainable for the current costs. Mark Wright explained that costs were
increasing more quickly than the budget, but increases were being contained
through efficiencies.
Medium Term Delivery Plan Update

3.10

Progress against the priorities identified in the Medium Term Delivery Plan was
noted.

3.11

Karen Loweman explained that the Department of Communities and Local
Government was sending a leaflet to all tenants encouraging them to buy their
council home. There had already been a significant increase in right to buy sales
over the past year.

3.12

All newly installed or repaired toilets were fitted with a dual flush as standard. ‘Loft
hatch pillows’ improved insulation and were being fitted wherever it benefitted a
property.

3.13

Members expressed concern about the cost implications of issues raised during
tenancy audits. Mark Wright confirmed that the cost of inspecting unauthorised
alterations could not be recovered from CBC but would be funded from efficiencies
or reserves. CBH had the option of recharging for any work to put right
unauthorised alterations, but these recharges would often remain unpaid and be
written off.

4.

Delivery Plan 2015/16 KPI Targets

4.1

Gerardine Murphy took members through the proposed KPIs for 2015/16.
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4.2

Members considered and agreed the proposed KPIs.

5.

Complaints & Compliments Performance (Q2)

5.1

Ria Eustace took members through the report.

5.2

Item 2.4 –.Staff leave over the Christmas period led to a number of complaints
being responded to outside of the target time. Ria explained that customers are
always kept informed if the final response to their complaint is going to be delayed.

5.3

To date, only one councillor has provided feedback through the councillor enquiry
satisfaction surveys. These will be promoted during meetings with the Leader of the
Council and the pre-election briefing session for councillors on 16 March.
Appendix 3 – Complaints Details (Q3)

5.4

3. This case has been closed. A stock condition survey was completed and CBH
will replace the kitchen.

5.5

4. It is the responsibility of outgoing and incoming tenants to read the meters. .

5.6

7. CBH had agreed to erect the gatepost and the owner-occupier was satisfied.
The outcome should be changed to ‘upheld’.

5.7

Following the recent Equality & Diversity training for board members, it was agreed
that equalities data would feature in the Complaints report going forward. Action:
Ria to ensure that the report included this information.

6.

Resident Involvement Report (Q2)

6.1

Kathy Healy presented the report in Mell Robinson’s absence.

6.2

Item 3.19 – The report on the e2 mystery shopping exercise had not yet been
reviewed by DMT, and would be brought to the next committee meeting. Action:
Karen Loweman to present report at April’s meeting.

6.3

Item 4.2 – The annual Community Budget Group presentation lunch was on
Wednesday 18 February.

6.4

Interviews for the Resident Involvement Officer post would take place in two weeks’
time, with a prospective start date of mid-April. The successful candidate will be
invited to the Operations Committee when in post.

7.

Proposed Work Plan 2015-16

7.1

Berkeley Young explained that the Governance & Remuneration Committee had
been moved to 24 March, and the next Operations Committee would take place on
7 or 9 April.

7.2

Karen Loweman noted that the Communications Strategy was being developed in
partnership with CBC and may not be ready for the next meeting.
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8.

Any Other Business

8.1

Berkeley Young circulated a petition from residents of Enoch House, requesting a
garden area rather than a parking area in front of the new scooter store. The
response letter from Yvonne Day, Older Persons Services Manager, was also
circulated. Karen Loweman explained that not all tenants were in agreement with
the petition but that it would be forwarded to planning to consider as part of the
formal process.

8.2

Karen confirmed that the mobility storage area included internal charging sockets,
and the plans included bike racks.
With no further business, the meeting finished at 5.40 pm.

130

Minutes of the Finance & Audit Committee Meeting
Held at 4.00 pm on Tuesday 10 March 2015
In Room 1, Rowan House
Present:

Nigel Chapman
Glenn Houchell
Geoff Foster
Mike Lilley
Julie Parker

In Attendance:

(Chair)
(Vice Chair)

Sarah Johnson
David Lincoln
Karen Loweman
Tim O’Connor
Richard Pack
Sharon Stephens
Alan Woodhead
Berkeley Young

(Minutes)

1.

Apologies for absence

1.1

No apologies for absence had been received.

1.2

Nigel Chapman noted that it was David Lincoln’s last Finance & Audit meeting,
and the committee wished him all the best as he retired from work at CBH.

2.

Minutes of the meeting held 6 November 2014 and Matters Arising

2.1

The minutes were approved as an accurate record and signed by the Chair.
Action from 18 March 2014

2.2

Item 10.5 – David Lincoln assured members that the review of due diligence
would be carried out despite the low risk to CBH.
Action from 16 December 2014

2.3

Item 2.8 – Alan Woodhead confirmed that the disaster recovery test was carried
out annually. A report was produced whenever the IT system experienced a loss
of service on a day-to-day basis.

3.

CBH Financial Update

3.1

Sharon Stephens and Sarah Johnson took members through the report.

3.2

Glenn Houchell queried whether the staffing underspends were a cause for
concern. David Lincoln explained that salaries were eighty percent of the
management fee budget. There had been a high turnover of staff in some
departments and difficulty recruiting as CBH wages were comparatively low.
Some vacancies had not been filled to save money and the voids surveyor post
had not been filed, as property turnover was lower than forecast. More detail
would be provided in the year-end outturn report.
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3.3

Julie Parker asked whether there were implications for next year’s budget. David
explained that this year’s establishment was the basis for next year’s
management fee budget. Vacant posts were only filled where senior managers
and directors agreed it was necessary. Sarah noted that many of the vacant
posts had been filled, but the savings in year had effectively paid for next year’s
increments.

3.4

The delegated Grounds Maintenance budget was underspent by £250,000, but
CBH had been assured that planned works would be completed. Much of the
underspend was the result of delays to internal recharges. CBC had decided to
process recharges on an annual basis rather than quarterly or monthly.

3.5

It was noted that the figure for ECC pension contributions on Appendix D should
be zero.

3.6

Members requested a clearer statement of the current level of reserves. Action:
the graph at Appendix F would be replaced by a clearer statement of the current
position. Action: The earmarked trading reserves would be reported to the
committee at each meeting.

3.7

Energy Gain had agreed to pay the outstanding amount, but it had not yet been
put through the books.

4.

Review of CBH Insurance Cover

4.1

Richard Pack from AJG Insurance gave a presentation on CBH insurance cover.

4.2

Directors and Officers Insurance covered board members and staff for up to £5m
individually and £500k entity (should the company be sued as a corporate body).
Civil claims (defence costs and awards) and criminal defence prosecution were
covered, but there was no insurance against fines or penalties which are
uninsurable risks. David assured members that their risks were very low as long
as good corporate governance was in place.

4.3

Glenn Houchell queried whether £500k entity cover was sufficient. Richard
explained that most claims were against individuals because they were more
likely to be successful. Geoff Foster asked how the levels compared with other
ALMOs. Richard reported that they were similar across the sector.

4.4

It was noted that any advisory work undertaken for the Council was included in
the professional indemnity insurance if there was any indication that CBH might
carry liability. Temporary staff were covered by their agency’s insurance policy
and third party staff were expected to have their own insurance cover. Interim
staff working for CBH were counted as employees for insurance purposes.

4.5

Geoff asked whether excesses were budgeted for separately. David explained
that there was an internal contingency of £5,000 to meet any unforeseen
insurance costs.

4.6

Nigel Chapman thanked Richard for his presentation.
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5.

External Audit Plan 2014/15

5.1

Tim O’Connor took members through the External Audit Plan for 2014/15.

5.2

The 2016 accounts would be converted to FRS102. The conversion process
would be largely cosmetic, but holiday pay for staff had to be accrued thus
reducing stated reserves.

5.3

Members asked whether there was sufficient senior management cover through
the audit process in light of David Lincoln’s imminent retirement from CBH. David
assured members that Sarah Johnson and Sharon Stephens carried the main
responsibility for the process and the interim Director of Resources was fully
capable of overseeing the finalisation of the accounts.

5.4

Tim noted that the payroll procedures audit report would be reviewed, as there
was concern about authorisation levels. David explained that a senior member of
staff had left the company and a junior member of staff had been signing time
sheets and mileage claim forms without the required authorisation. A new
manager was now in place so the issue had been resolved. The potential risk
was very small.

6.

Internal Audit Plan 2015/16

6.1

Alan Woodhead took members through the Internal Audit Plan 2015/16.

6.2

Glenn Houchell queried why the performance management audit had been
moved out a year given it was a high risk. Alan explained that this was to balance
the number of days per year and a discussion followed. Karen Loweman assured
members that CBH performance was closely monitored by the Council. Action:
Alan Woodhead to timetable the audit for the start of the 2016/17 programme.

6.3

Julie Parker asked whether any action was taken to gather intelligence on trends
in fraud risk. Alan noted that there had been issues nationally with changes to
supplier details and this would be audited as part of the key financial details
audit. Tenancy fraud had been audited this year at CBH’s request.

7.

Internal Audit Progress and Follow Up

7.1

Alan Woodhead reported that 95-96% of the audit programme was complete to
date.

7.2

General Ledger Audit, recommendation 2 – Julie Parker asked why the auditors
had allowed the extension. Alan explained that the recommendation required the
recruitment and training of an additional staff member.

7.3

Alan assured the committee that the number of outstanding recommendations on
the follow up report was low when compared with other organisations. The dates
against the recommendations only changed where there was a valid business
reason.
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7.4

Operation of the Capita Contract Audit, recommendation 2 – Glenn Houchell
queried whether there was a risk of contractors being paid twice. The risk was
minimal as CBH only paid against invoices and did a manual check before
payment. Any double payment could be recovered from long-standing
contractors.

7.5

General Ledger Audit, recommendation 3 – Alan confirmed that this would be
removed as an additional member of staff had been recruited and trained.

8.

Value For Money Strategy

8.1

David Lincoln introduced the new strategy and circulated an updated version of
appendix 1 to the VfM Strategy Self-Assessment document. The selfassessment exercise was not compulsory for ALMOs, but was a useful piece of
work that set out the company’s achievements in performance and savings.

8.2

David explained that CBH was a low cost organisation when compared with
other ALMOs and was seeking to raise performance levels in order to secure a
more positive outcome in the next STAR survey of tenants and leaseholders.
The report proposed that £200,000 be earmarked to support improvements to
performance and customer satisfaction. This came from savings and
underspends in the current year.

8.3

Glenn Houchell had submitted the following proposed change to the glossary
definition of Net Present Value (NPV) in the strategy:
The present value of future cash flows taking account of inflation, interest rates
and the risk of not receiving those cash flows (what someone would be prepared
to pay today for those future cash flows). NPV is used in capital budgeting to
help assess the profitability of an investment or project.
Action: Berkeley Young to amend strategy.

8.4

The figures in the NPV statement were sourced from the Housing Quality
Network model used by housing associations across the country. Action: Karen
Loweman to send members a link to the formula used for calculating the NPV.
The 30-year HRA business plan was more important to the ALMO, but NPV was
a useful tool to assist the decision of whether to sell or retain individual
properties. Action: David Lincoln to include the 30-year business plan graph in
the strategy.

8.5

David explained that a ‘zero-based approach to budgeting’ meant that the budget
was built up based on staff salaries (80%) and other costs (20%) to meet the
business need, not last year’s costs plus inflation.

8.6

Mike Lilley queried whether there would be savings should board papers be
circulated electronically rather than in hard copy. David explained that there were
significant savings and the company was exploring options for paperless board
and committee meetings. However, the right software and sufficient training were
essential for this to succeed. Julie Parker noted that an organisation where she
was a board member had issued iPads to board members; the key to it working
was the annotation software.
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8.7

Geoff Foster noted that the second bullet point under ‘Reducing costs’ on page 8
of the self-assessment was incomplete. Action: David Lincoln to complete.

8.8

Julie Parker queried whether tenants would recognise the ‘areas for
improvement’ on page 16 of the self-assessment. David explained that this had
been developed from the Medium Term Delivery Priorities (which had been
developed with tenants) and the STAR survey results, and gave assurances that
the language would be less corporate when communicated to tenants.

8.9

The £200,000 earmarked for improving performance would be spent before the
next STAR survey, which was due in 2016. The first priority was to draw up an
action plan to ensure the spending would be effective. It was explained how the
cost could be funded from the company’s reserves.

8.10 Julie Parker queried whether the actions in appendix 2 to the strategy were too
wide for the strategy and were more appropriate for the ALMO as a whole. While
value for money cut across the whole organisation, David agreed that some
might not fit. Action: David Lincoln to review the actions.
8.11 Members agreed the proposals in paragraphs 1.1 – 1.3 of the report.
9.

Risk Management Strategy

9.1

David Lincoln introduced the report, noting that the action plan set out how the
company could meet the committee’s aspirations to move from ‘satisfactory’ to
‘good’ on the performance ladder reviewed by the committee in 2014.

9.2

Julie Parker asked whether the strategy covered project risks. David explained
that new business proposals have a separate risk assessment, and most
projects were situated within the operational risk register. One feature of the
strategy was to ensure DMT reviewed operational risks and brought them to the
board’s attention where necessary.

9.3

Geoff Foster asked how the risks reported to the Governance & Remuneration
and Operations Committees would be overseen by the Finance & Audit
Committee and the Board. David explained that Finance & Audit would continue
to review all the strategic risks and report on controls to the Board.

9.4

Glenn Houchell asked whether the review of related risks would be a standing
item of committee business, and David confirmed that it would be after the
strategy was approved. It was agreed to add to the work plan the annual scrutiny
of the Risk Register to ensure it is compliant with the Risk Management Strategy.
Action: Berkeley Young to add to work plan. Action: David Lincoln to circulate
current Strategic Risk Register to members of the committee.

9.5

Members agreed to recommend the Risk Management Strategy to the Board.

10.

Governance Action

10.1 Berkeley Young introduced the report, summarising the governance actions that
had taken place since the last meeting.
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10.2 Members requested that the report show the governance actions in a table, with
a due date and confirmation of completion. The report could give further
explanation if required.
11.

Code of Governance Policy Timetable

11.1 Julie Parker queried the four documents that were overdue. It was confirmed that
each of these was in hand.
12.

Work Plan 2015

12.1 It had been agreed that the Head of Internal Audit would meet with committee
members without officers present ahead of the next meeting. Action: Berkeley
Young to amend work plan.
12.2 The date of the next meeting had been changed from 2 June to 4 June.
13.

Any Other Business

13.1 No other business was reported.
With no further business, the meeting finished at 6.35 pm.
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Minutes of the Governance and Remuneration Committee
Held at 4.15 pm on 24 March 2015
Room 1, Rowan House
Sheepen Road, Colchester
Present:
Tina Graves
Michala Carey
Anne Grahamslaw
Nigel Offen
Dionne Philp

(Chair)
(Vice Chair)

In Attendance:
David Lincoln
Angelique Ryan
Berkeley Young

(Minutes)

1.

Apologies for absence

1.1

No apologies for absence were received.

2.

Minutes of the previous meeting and matters arising

2.1

Item 6.2 – No comments or concerns had been received from members, and it was
agreed to circulate the ‘Local Government Pension Scheme – Discretionary
Decisions’ to members for approval. Action: Berkeley Young to circulate.

2.2

Item 10.3 – Board profiles would be circulate by the beginning of April. Action:
Berkeley Young to circulate.

2.3

Item 10.5 – Updating the Operational Scheme of Delegation was still in progress but
it would be circulated to the Chair of the Committee and the Chair of the Board when
amended.

2.4

The minutes of the meeting held on 29 January were confirmed as an accurate
record and signed by the Chair.

3.

Property Services Restructure

3.1

David Lincoln introduced the report, which outlined the proposed restructure within
Asset Management.

3.2

David explained that the new Project Manager post had been included in the
structure but had not been filled and was now deemed surplus to requirements. The
Head of Corporate Facilities, Lee Spalding, was confident that the team could
perform effectively without recruiting to the post.

3.3

Dionne Philp reported that Ruth Hamnett, Adaptations Manager, had been very
helpful when dealing with her situation.

3.4

Members noted the recommendations and approved the restructure.
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4.

Annual Assurance Report to Finance & Audit Committee

4.1

Tina Graves introduced the report and invited members to make comments before
the report was presented to the Finance & Audit Committee in June.

4.2

It was proposed that the 2014 Forward Plan be amended to show post titles rather
than staff names.

4.3

With the amendments at 4.2, the report was approved.

5.

Board Expenses Policy – proposed amendment

5.1

Berkeley Young presented the report to the committee for consideration and
approval. It was proposed to bring the policy into line with the provisions for staff, that
the company would fund membership of one professional body.

5.2

Anne Grahamslaw declared an interest in this item, as she had asked whether the
expenses policy covered her membership of the Institute of Directors.

5.3

Following discussion, members approved the proposed amendment set out at
paragraph 3.2: “Where membership of a professional institute is considered by the
Chair of the Board (or, in the case of the Chair, the Chief Executive) to be of benefit
to the company, fees will be paid in full by CBH. This is limited to one institute per
board member.”

5.4

The policy would be brought to the next board meeting for formal approval, and the
opportunity taken to update the language within the policy. Action: Berkeley Young
to update the policy and present to board for formal approval.

6.

Board Member Training Plan

6.1

Berkeley Young introduced the report, which outlined the current skills gaps on the
board and committees and proposed the key areas for training in the coming year.

6.2

It was agreed that knowledge of ‘The current strategic risks to the business and how
they are managed’ should be moved from ‘desirable’ to ‘essential’.

6.3

Members agreed that the training plan should include a mixture of external trainers,
internal board briefings, small group sessions and job shadowing as appropriate.
‘Company Law’ was a key priority for the year. Briefing sessions on ‘Risk
Management’ and ‘Housing Finance’ could be delivered in-house.

6.4

Berkeley undertook to put together a formal training plan, which would be circulated
to members of the committee. Members agreed that a number of training dates
should be put in the diary each year to ensure that all members could be present.
Action: Berkeley to circulate training plan and book training dates.

7.

Code of Governance and Principles for Key Policies

7.1

David Lincoln introduced the report, which proposed a new format for the Code of
Governance and principles for determining whether a policy should be included
within the Code.
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7.2

Members agreed that an additional key principle should be included: “Does the policy
or strategy expose non-executive directors to legal liabilities?” If yes, then the policy
should be brought to the full Board for formal approval.

7.3

With the inclusion of the principle at 7.2, members recommended that the proposals
be presented to the Board for formal approval.

8.

Board Away Day 2014 Review and 2015 Planning

8.1

Berkeley Young took members through the 2014 Board Away Day Action Plan.

8.2

The following were noted:


Item 9 – Action: Berkeley Young to put together principles for completing the risk
paragraph on board and committee reports for decision to ensure this is more
robust.



Item 10 – Action: DMT to discuss how to implement the proposal to show
‘workings out’ (options rejected and why) within board and committee reports for
decision, and bring proposals to July’s Governance & Remuneration meeting.



Item 13 – Action: Berkeley Young to add in a date of November 2015 for a
proposal for scenario planning/resiliency testing action to be presented to
Governance & Remuneration before a whole board session.

8.3

Berkeley outlined the current proposals for the Board Away Day, which was booked
for Monday 13 July, and invited members to contribute ideas.

9.

Governance Action Plan

9.1

Berkeley Young took members through the Governance Action Plan, noting progress
against actions.

9.2

The following were noted:


Item 1 – Action: Berkeley Young to circulate annual board survey during April.



Item 4 – Action: Berkeley Young to present training plan to the board on 29 April.

10.

General HR Update Report

10.1

Angelique Ryan introduced the report.

10.2

Investors in People – the evaluator would be on site for three days, and was
expected to ask to meet with the Chair of the Board and the Governance &
Remuneration Committee as part of their assessment.

10.3

Salary Sacrifice Schemes – CBH was reviewing a number of schemes that would
operate at little or no cost to the company but may help with attracting and retaining
staff.

10.4

Employee Pay – A session for members of the committee with Hay would be
organised for early/mid-May. The committee would scrutinise any proposals before
recommending a course of action to the Board.
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10.5

Members asked whether there were any particular areas of the company that were
experiencing difficulty with recruitment. Angelique explained that Property Services
were not able to offer the same level of pay for skilled operatives (eg, plumbers,
carpenters) and some had left for the private sector. The Asbestos Surveyor post
had to be advertised again as the successful applicant turned the post down due to
the level of pay and benefits.

10.6

Equal Pay Audit – CBH was looking to introduce a clear policy for managers on
employee starting salaries that would balance the need for consistency with the
flexibility to appoint on a higher starting salary in exceptional circumstances. This
should take into account how difficult it was to fill the post and the employee’s skills
and experience (possibly using the interview scoring matrix as a guide to salary
level).

10.7

Organisational Development Plan – the proposed training plan for senior managers
was not externally accredited as managers felt this would impose too heavy a burden
on top of work and family commitments. Delegates would be split into two groups to
work on a project that was a key priority for the organisation, and would be supported
by a coach. One of the projects would be to develop the ‘one company’ feel of CBH,
as this was highlighted as a need on the staff survey.

11.

Work Plan

11.1

No items were raised.

12.

Any Other Business

Financial Inclusion Officer
12.1

David Lincoln circulated a report from Karen Loweman (copy in minute book). It was
proposed to make the Financial Inclusion Officer post permanent. The post, initially
funded on a fixed-term basis for two years from 11 October 2013, would continue to
be an important part of the organisation’s response to ongoing welfare reform.

12.2

It was noted that in order to maintain a consistent approach to recruitment, the post
would need to be advertised externally. Members agreed in principle to make the
post permanent, with the decision as to the timing of the recruitment left to officers.
Action: Karen Loweman to keep members updated with recruitment progress.

12.3

An electronic version of the report would be circulated to members, including a
paragraph about the anticipated future needs that the post would meet. Action:
Berkeley Young to circulate an electronic version of the report.
Staff Training

12.4

David Lincoln confirmed that staff had recently undertaken the required Safeguarding
Training and Corporate Facilities Management Training.
With no further business, the meeting closed at 5.30 pm.
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Minutes of the Operations Committee Meeting
Held at 4.00 pm on Thursday 9 April 2015
Room 1, Rowan House
Sheepen Road, Colchester
Present:

Alan Blois
Mike Lilley
Michala Carey
Geoff Foster

In Attendance:
(Chair)
(Vice Chair)

Karen Loweman
Mark Wright
Kathy Healy
Sharon Carter
Karen Williams
Richard Dowling
Fiona Cass
Mell Robinson
Claire Holland

(Item 4)
(Item 4)
(Item 5)
(Item 6)
(Item 8)
(Item 10)
(Item 11)

Berkeley Young

(Minutes)

1.

Apologies for absence

1.1

Apologies for absence had been received from Ray Gamble. Kirk Braker and Geoff
Beales were due to attend but had given their apologies.

1.2

Mike Lilley chaired the meeting as Alan Blois was presenting two reports.

2.

Confirm minutes of previous meeting (12 February 2015) and matters arising

2.1

The minutes were approved as a true record of the previous meeting and signed by
the Chair.

2.2

Item 3.6 – Karen Loweman confirmed that the installation of the updated telephony
software had not progressed.

3.

Operations Committee Assurance Report

3.1

Alan Bois introduced the report, and invited members to comment on the content
before it was presented to Finance & Audit on 4 June 2015.

3.2

Members approved the report.

4.

Communications Strategy

4.1

Kathy Healy introduced the report, noting that the main changes to the strategy
were in recognition of the business partner relationship with CBC and the
company’s preparation for external trading. The updated strategy also highlighted
the work being done to improve internal communications.
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4.2

Kathy assured members that the Business Partner relationship was working very
well. It provided CBH with full-time expertise in the areas of communications, social
media and marketing.

4.3

The live webchats had been advertised through the press, social media and
Housing News & Views. While no one had interacted during the webchats, people
had been listening in. People had been invited to submit their questions by email
ahead of the webchat in case they preferred to remain anonymous.

4.4

Geoff Foster queried whether the Media Protocol would be updated now that David
Lincoln had retired from CBH. Kathy assured members that the protocol would be
updated when a new member of staff was appointed. Sharon Carter,
Communications Business Partner, was setting up an area of the website for the
press to access directly; when stored there, the Media Protocol would be updated
immediately.

4.5

The committee recommended that the Communications Strategy be presented to
the board for formal approval. It was noted that section 4 of the covering report
should be titled ‘Achievements in 2014-15’. Action: Berkeley Young to amend
before the board meeting.

5.

Customer Service Strategy

5.1

Karen Williams introduced the revised Customer Service Strategy. Claire Holland,
Equality & Diversity Officer, had led on the consultation, which was still ongoing.
Once this had been completed, an action plan would be developed.

5.2

Item 5.1 – £200k from the reserves had been set aside to improve performance
and customer satisfaction ahead of the next STAR survey in 2016. CBH would be
consulting with customers and evaluating the STAR survey results before bringing
a proposal to Operations Committee for how to spend the money.

5.3

The committee recommended that the Customer Service Strategy be presented to
the board for formal approval.

6.

Welfare Reform Strategy

6.1

Richard Dowling took members through the annual review of the strategy and gave
an update on progress against the action plan.

6.2

Richard explained that the Welfare Reform, Digital Inclusion and current Financial
Inclusion Strategies would be incorporated into a single Financial Inclusion
Strategy. The action plan would be reduced from over 100 actions to about 20.

6.3

In the last 12 months, 221 CBH tenants had successfully applied for Discretionary
Housing Payments totalling £124,000, an estimated success rate of 80%. Financial
Inclusion Officer Jigna Marzell had played a significant role in securing these
awards, supporting tenants to make claims. In 2015/16, the Government was
proposing to cut funding for DHP by 42%.
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6.4

While it was not possible to state how many mutual exchanges had been
completed as a result of the Mutual Exchange Fayre, this event and accompanying
publicity had successfully raised the profile of mutual exchanges.

6.5

The proposed move from weekly to monthly rents would bring CBH into line with
Universal Credit payments. This was an accounting change, and tenants would still
be able to pay weekly if they wished to.

6.6

Under Universal Credit, direct payment of rent to landlords would only be
authorised in a limited number of circumstances, such as certain vulnerabilities and
those with arrears in excess of two months. CBH was setting up a series of
workshops with the DWP for staff and board members to explain the impact of
Universal Credit.

6.7

Members asked Richard to pass on their thanks to the Financial Inclusion Team for
their hard work supporting tenants during a difficult time.

7.

Empty Property (Voids) Management Performance

7.1

Mark Wright presented the report, which highlighted performance to the end of
February.

7.2

Mark explained that the missing figures for void recharges were not available at the
current time as they were part of the closure process. Mark assured members that
CBC underwrote the costs of rechargeable repairs, so there was no impact on
CBH’s budget. Action: Mark Wright to circulate figures when they become
available.

7.3

Item 2.2 – Currently, tenants had to select their energy supplier when they moved
into their new home. CBH was considering signing up to a national scheme that
had been introduced to provide ‘vendor neutral’ utilities at an agreed rate so that
tenants had gas and electricity available when they moved in. Tenants were then
able to select their own supplier at a later date. Mark confirmed that CBH paid for
any energy used while the property was void.

7.4

CBH followed up any tenants who said they were dissatisfied on the new home
survey. This was done with the assistance of the housing officer during the first few
months of the tenancy. CBH was looking at how data was collected, and aimed to
implement telephone and text surveys in addition to the current postal surveys.

8.

Former Tenant Arrears Performance

8.1

Fiona Cass took members through the report, noting that the total former tenant
debt had increased marginally during 2014-15, due to people leaving a higher
arrear when moving on. The percentage of total rent debit at the end of the year
was not yet available. Action: Fiona Cass to forward rent debit figures when
available.

8.2

Fiona confirmed that CBH did receive reference requests from other authorities and
housing associations, and asked for references for new housing customers.
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8.3

The number of evictions of tenants aged 18-20 had gone down from previous
years, which may reflect the impact of the pre-tenancy workshops.

9.

e2 Mystery Shopping Outcome

9.1

Karen Loweman introduced the report, which highlighted CBH’s performance in the
recent e2 mystery shopping exercise. There was a small cost to the exercise, as
CBH paid mystery shoppers for each completed shop.

9.2

The main area of concern was with responding to letters. A new process had been
introduced by the Office Support team to ensure that incoming letters were tracked
and a response was sent. CBH received between six and ten letters per day.

9.3

The other organisations involved were of a similar size to CBH. The next mystery
shop would probably take place in September/October 2015, with results available
in the New Year.

10.

Focus Group Activity

10.1

Mell Robinson introduced the report and supplied the missing attendance figures:
CBG 18/02/15

14 guests, including some tenants

TLCC 24/03/15

5 tenants

CBG 25/03/15

4 tenants

TLCC 30/03/15

4 tenants

10.2

Mell reported that the advert for the post of Resident Involvement Officer would
close on 15 April, with interviews on 8 May. Six enquiries had been received to
date.

10.3

The CBC/CBH engagement protocol had been agreed in 2013 and was now being
progressed through Geoff Beales. Since the resident engagement structure had
been agreed, CBH had successfully introduced task & finish groups.

11.

Equality Focus Group

11.1

Claire Holland took members through a presentation on the work of the Equality
Focus Group, of which she was the chair. The group had not met this quarter but
were normally very active. Meetings were interactive, with members sharing their
concerns and suggestions as well as discussing policies and practices.

11.2

The group ensured that the services provided by CBH were tailored to meet the
needs of customers. At the next meeting, the group would look at the trends in
equality data over the last three years.

11.3

In order to embed equality and diversity throughout the resident engagement
structure, Claire proposed to train equality champions on the various groups.
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12.

Community Budget Group

12.1

Alan Blois introduced the Community Budget Group (CBG) annual report. The
group consisted of four tenants, who met to consider applications for funding. To be
approved, applications had to show how they benefitted CBH tenants and/or
leaseholders.

12.2

The group allocated £40k per year from the Community Initiatives Fund, a
delegated budget from CBC. As well as evaluating applications, the group hosted a
lunch for successful applicants to share how they had used their grants and to
network with other groups. Members also visited projects they had funded and
attended community events to publicise the group’s work.

12.3

Alan thanked the staff who had supported the CBG throughout the year.

12.4

Noting that individual grants were for a maximum of £5k, Geoff Foster asked
whether CBH could supply additional funding to worthwhile projects that required it.
Where a project warranted additional funding, CBG could request that the
Operations Committee make a formal recommendation to the Finance & Audit
Committee to earmark funding from the reserves.

13.

Work Plan 2015

13.1

No changes were made.

14.

Any Other Business

Solar Panels
14.1

Geoff Foster asked whether tenants were benefitting significantly from the PV cells
installed on their homes. Mark Wright explained that CBH had access to a portal
that detailed the savings for tenants from the first round of installations, but was
reliant on information from tenants for later installations. This information had not
yet been requested. Action: Mark Wright to ask tenants for information on the
financial savings resulting from PV cells.

14.2

Mark reported that there was a number of innovations CBH was looking to install in
homes to reduce energy consumption, such as a battery to store unused electricity
generated by PV cells, LED lighting and USB charging connectors. Action: Mark
Wright to ask George Phillips to send information to Geoff Foster.
HouseMark Training

14.3

Members agreed that a refresher session with HouseMark would be useful to help
the committee analyse performance data. The committee could also ask for
HouseMark’s view on the most effective use of the additional funding to improve
performance and customer satisfaction. Action: Berkeley Young to arrange
training with HouseMark.
With no further business, the meeting finished at 5.50 pm.
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Board Forward Plan 2015
Date

Item

Committee

17 Jun 2015

Progress Against Key MTDP Milestones
Value For Money Strategy

F&A Mar 2015

Colbea Trading Business Case

BOP date tbd

RI Strategy Action Plan Year 2
Whistleblowing Policy

F&A Jun 2015

ICT Provision: Priorities and Relationship
Annual HR Report
Annual Health & Safety Report
13 Jul 2015

Board Away Day

Jul/Aug 2015

Selection process for Tenant Board Members

16 Sep 2015

Approval of Company Accounts

F&A Jul 2015

Information & Confidentiality Policy

G&R Jul 2015

Approval of Company Annual Report
Annual Equality & Diversity Report
Annual Report from F&A

F&A Jul 2015

Equality Strategy

G&R Jul 2015

Older Persons Strategy

Ops Jun 2015

Complaints Policy

Ops Jun 2015

Strategic Health & Safety Policy
Antisocial Behaviour Policy
27 Oct 2015

AGM
Annual Resident Involvement Report
Appointment of Tenant Board Members
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Ops Jun 2015

Date

Item

Committee

Appointment of Independent Board Member
9 Dec 2015

Housing Investment Programme 2016/17
Approve Committee Terms of Reference

ALL

Anti-Fraud & Corruption Procedure

F&A Oct 2015

Reports to be scheduled:
Trading Strategy Protocol and Business
Case: Six-month Review

Chief Executive

Trading Opportunities: Year One Review

BOP Chair

Mitigating the risks to CBH of increasing
Right to Buy completions

DMT

Allocations Policy (for consultation)

CBC

CBH Role in Phase 2 Development

Director of Property Services
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COLCHESTER BOROUGH HOMES LIMITED
EIGHTY-SECOND BOARD MEETING
To be held 5.30 pm, Wednesday 29 April 2015
In Room 1, First Floor Rowan House
Sheepen Road, Colchester

AGENDA – Part C
(Information Pack)
1.

Chief Executive’s Report (Page 1)
Greg Falvey, Chief Executive

2.

Board Members’ Activities (Page 7)
Berkeley Young, Board Assurance Officer

3.

Older Persons Services – update (Page 9)
Yvonne Day, Older Persons Services Manager

4.

The Care Act 2014 – Board Briefing (Page 13)
Karen Loweman, Director of Housing

REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

Information Pack 1

SUBJECT:

Chief Executive’s Report

REPORT BY:

Greg Falvey, Chief Executive
 (01206) 282919
 greg.falvey@cbhomes.org.uk

FOR INFORMATION
1.

New Council Homes

1.1

The first three homes the Council has built in over 20 years have been
completed at Holborough Close in Greenstead. These are the first of 34 new
homes to be completed across the borough and the tenants have moved in
following the official opening on 19 February.

1.2

The building of the new homes was made possible due to the transformation
of five Council-owned garage sites, which were identified as suitable for
development. The other sites are at Monkwick Avenue, Windsor Close and
Rosabelle Avenue in Wivenhoe.

1.3

The new homes will be managed by Colchester Borough Homes on behalf of
the Council.

2.

Worsnop House official opening

2.1

The refurbishment of Worsnop House, sheltered housing scheme, is now
complete and the official opening ceremony and tour took place on 19 March.
The refurbished scheme was officially opened by Tina Bourne.

2.2

Worsnop House was the first of four sheltered housing schemes to be
refurbished under Colchester Borough Council’s Sheltered Housing Review.
The next scheme to be refurbished is Enoch House and works are planned to
commence this summer.

3.

COLBEA (Colchester Business Enterprise Agency)

3.1

A series of meetings has been held with Colbea, who were commissioned to
work with us on developing our commercial approach and offering.

1

3.2

Four potential areas for commercialisation were put forward by COLBEA and it
was agreed to take forward “Capital Project Management”.

3.3

A final meeting was held on 14 April when COLBEA presented their key
outcomes.


A business plan for CBH that can integrate successfully the requirements
of its current public sector operations with new commercial operations.



A SWOT analysis involving key staff in thinking through key SWOT areas
and issues with a consultant.



A competitive analysis of the local market, incorporating an up-to-date
overview of current marketplace positioning for CBH with a full analysis
and report on competitor offerings including location, facilities, services
and prices.



A comprehensive set of marketing & social media objectives with
recommendations on potential new customer bases for CBH services,
looking particularly at customer expectations and the best avenues for
customer reach.

3.4

A verbal update will be given at the meeting.

4.

Investment in John Bird and Creffield Road

4.1

CBH is committed to following the CBC Temporary Accommodation Strategy,
which sets out a plan to reduce the temporary accommodation owned by CBC
and managed by CBH over a five-year period.

4.2

CBH currently manages the following temporary accommodation in multiple
occupation: Creffield Road, Winnock Road, John Bird Court and Gothic House
(Wivenhoe). In total, there are 38 rooms with shared facilities.

4.3

The homes at Creffield Road and John Bird Court are to be retained in the
medium term and works to improve the accommodation to meet Houses in
Multiple Occupation (HMO) standards are being carried out during March and
April. Once works are complete, the accommodation will be furnished with
floor coverings, window blinds, beds and storage.

4.4

This will support our overall aim to reduce bed & breakfast accommodation,
which is often necessary when homeless households have no means to
furnish accommodation. The cost of furnishings will be recovered through a
service charge to the occupants.

5.

Right to Buy

5.1

A joint report on replacing homes sold under the Right to Buy was published in
April. The report calls for a number of changes to provide a more realistic
expectation that Councils can replace homes sold on a ‘one-for-one’ basis. An
Executive Summary of the report is attached as Appendix 1. The full report
can be read at:
www.cih.org/resources/PDF/Policy%20free%20download%20pdfs/Keeping%2
0pace%20-%20replacing%20right%20to%20buy%20sales.pdf
2

5.2

Following Royal Assent, the Deregulation Act brings changes to the Right to
Buy rules from 26 May 2015. From this date, tenants will only need a minimum
of three years’ public sector tenancy to qualify for the Right to Buy (from five
years).

5.3

The following discount levels will apply from the same date:
 three years – 35% discount for a house and 50% discount for a flat
 four years – 35% discount for a house and 50% discount for a flat
 five years – 35% discount for a house and 50% discount for a flat
 six years plus – add 1% per year for houses (up to 70% or the cash
maximum – whichever is lower), add 2% per year for flats (up to 70% or the
cash maximum – whichever is lower).

5.4

In accordance with obligations under S189 of the Housing Act 2004, relevant
literature will be amended to take these changes into account.

3
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

Information Pack 2

SUBJECT:

Board Members’ Activities

REPORT BY:

Berkeley Young, Board Assurance Officer
 (01206) 282518
 berkeley.young@cbhomes.org.uk

FOR INFORMATION
1.

Introduction

1.1

This report is intended to update the Board on members’ activities since the
previous board meeting. Board members are invited to update the meeting
verbally on activities not contained within this report or to add further comment
to the activities detailed below.

1.2

An email will be circulated prior to the next board meeting requesting any items
for inclusion. If members wish to submit items earlier, please send them to
berkeley.young@cbhomes.org.uk.

2.

Update on Activities

2.1

On 19 February, Nigel Chapman and Alan Blois attended the official opening of
the new build properties at Holborough Close.

2.2

In March, Ray Gamble visited the garage site off Hazelton road to review the
improvement works that had recently taken place.

2.3

On Monday 9 March, ten board members and DMT met at The Green Room on
North Hill for a meal. This was arranged at the request of board members, who
asked for more informal meetings in order to build relationships on the board.

2.4

Anne Grahamslaw, Dionne Philp and Nigel Chapman attended the official
opening of the refurbished Worsnop House sheltered scheme on 19 March.

2.5

Nigel Chapman assisted Greg Falvey with the interviews for the new Director of
Resources.

7

8

REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

Information Pack 3

SUBJECT:

Older Persons Services – update

REPORT BY:

Yvonne Day, Older Persons Services Manager
 (01206) 282701
 yvonne.day@cbhomes.org.uk

FOR INFORMATION
1.

Background

1.1

The CBH Older Persons Services Team manages 20 sheltered housing
schemes and one extra care sheltered scheme, with 670 tenancies. The
service area is also responsible for the development of services for older
people living in general needs housing. These currently include an Assisted
Gardening Scheme, transfer incentives to support moving to a smaller home
and assistance for help in the home from voluntary agencies.

2

Housing Related support contract update

2.1

CBH services for older people are funded through the Management Fee,
however a block gross service contract is in place between Essex County
Council (ECC) and Colchester Borough Council (CBC) to fund “Housing
Related Support” (HRS) for older people living in sheltered housing and
claiming Housing Benefit. The Management Fee for sheltered housing
services is based on income received by CBC from ECC.

2.2

The existing HRS contract was agreed 28 March 2011 for a maximum
contract term of six years. We have received notification that this contract will
cease in March 2016 and it is likely to be substantially reduced in order to
meet the “significant funding challenges within ECC budgets”. A recent letter
from ECC states, “we will build on work with stakeholders to identify the best
way to support older vulnerable people. We intend to have a clear agreed
position in place for 2016-17.”

2.3

The current contract value is £200,958 annually, which represents around
60% of the cost of delivering the visiting officer service to sheltered housing
tenants. Management of the sheltered scheme buildings, attending to
security and safety and delivering activities for residents are not included in
the HRS contract, and are separately charged.
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2.4

CBC also receives HRS funding to subsidise the charge made to sheltered
tenants for the Community Alarm Service. Essex County Council are
proposing that to achieve best value for this service a county-wide tender for
the service, or fixed contract price to providers, will be in place by March
2016.

2.5

During the forthcoming year, we will need to consider options for funding
services for older people who live in sheltered housing and claim housing
benefit.

3

Extra Care Review

3.1

CBH provides housing management to one extra care sheltered scheme,
The Cannons, comprising of 34 one-bed flats and four bungalows. Extra care
sheltered housing is available following a Social Care assessment for older
people who require independent accommodation with support needs with a
minimum of six hours personal care needs weekly. An optional lunch is
available seven days a week from an independent provider supported by
CBH staff.

3.2

ECC tendered the contract for HRS and care combined for this extra care
scheme and the contract has been held by Swan Housing since April 2012.
Care workers are on site 24 hours daily and combine care and support
services.

3.3

The current contract expires in March 2016 and we are aware that ECC will
be considering the Extra Care provision during this year. Over the term of the
current contract, the accommodation at The Cannons has been improved to
include level access shower facilities in flats, double glazed external doors
and windows along with internal decoration and improvements to the
grounds and car parking areas.

3.4

Extra Care provides a valuable and cost effective alternative between
sheltered housing and residential care. Demand could be increased through
marketing and promotion of the service to Social and Care services. We
have a waiting list for the accommodation – the current list is 17 applicants .

4.

Sheltered housing improvement programme

4.1

The quality of our sheltered housing is being improved to make best use of
our sheltered housing stock. Through the offer of high quality homes in a
secure environment, we anticipate that older people will be encouraged to
move from family-sized homes to sheltered housing.

4.2

Improvements are complete at Worsnop House, which now provides 34
sheltered flats, four of which are adapted for tenants with physical/sensory
disabilities.
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4.3

The second scheme for refurbishment is Enoch House. The planning
process is now complete and preliminary works are underway with work to
demolish and refurbish expected to commence in August 2015. Project
meetings are being planned with residents. Residents have been given the
option to move to alternate accommodation (particularly where their
individual risk assessment indicates that they have a health problem).

5.

Financial Implications

5.1

Planned reduction in the ECC grant for HRS represents a risk to future
income.

6.

HR Implications

6.1

Staff structures or roles may have to be reconsidered if required by revised
ECC contract terms.

7.

Legal Implications

7.1

None.

8.

Health & Safety Implications

8.1

Staff and residents’ health and safety is a key consideration when
considering contracts within Older Persons Services.

9.

Equality & Diversity Implications

9.1

Our information in relation to tenants ages shows 49% of CBH tenants are
aged 55 and over, with 16% of tenants aged over 75.

10.

Residents at the Heart

10.1

The Community Services for Older People Group consider issues that may
impact on, or could improve our services for older people. Annual General
Meetings are held with residents in sheltered schemes and many now have
Residents’ Associations, which develop and support activities and fund
raising events.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD
DATE:

29 April 2015

TIME:

5.30 pm

VENUE:

Room 1, Rowan House

AGENDA ITEM:

Information Pack 4

SUBJECT:

The Care Act 2014 – Board Briefing

REPORT BY:

Karen Loweman, Director of Housing
 (01206) 282805
 karen.loweman@cbhomes.org.uk

FOR INFORMATION
1.

Purpose of Report

1.1

To provide Board members with an overview of the Care Act (which received
Royal assent 14 May 2014, and comes in to affect April 2015) and how it is likely
to impact on Colchester Borough Homes. Further information is available:
www.gov.uk/government/publications/care-act-2014-part-1-factsheets/care-actfactsheets--2

2

The Care Act 2014

2.1

The Care Act 2014 is a significant piece of legislation that will determine the future
direction and quality of care and support.
The Act replaces existing legislations and aims to:
 Provide a single, modern framework for the planning, funding and provision of
care and support making peoples entitlement to care clearer
 Promote a preventative approach with services being built around an
individual’s well being
 Give carers a right to assessment for support
 Promote the integration of health & social care
 Place Safeguarding Adult Boards on a statutory basis
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2.2

The Act is built around people, it:
 Ensures that peoples well-being, and the outcomes which matter to them, will
be at the heart of every decision made
 Puts carers on the same footing as those they care for;
 Creates a new focus on preventing and delaying needs for care and support,
rather than only intervening at crisis point, and building on strengths in the
community;
 Embeds rights to choice, through care plans and personal budgets, and
ensuring a range of high quality services are available locally.

2.3

The Act makes care and support clearer and fairer, it:
 Extends financial support to those who need it the most, and protects everyone
from catastrophic care costs though a cap on the care costs that people will
incur.
 Will ensure that people do not have to sell their homes in their lifetime to pay
for residential care, by providing a new deferred payments scheme;
 Provides for a single national threshold for eligibility to care and support;
 Supports people with information, advice and advocacy to understand their
rights and responsibilities, access care when they need it, and plan for their
future needs;
 Gives new guarantees to ensure continuity of care when people move between
areas, to remove the fear that people will be left without the care that they
need;
 Includes new protections to ensure that no one goes without care if their
provider fails, regardless of who pays for their care.

3

Funding system for Care and Support

3.1

The provisions set out rules and powers for charging for care and support
services, including the framework of a national threshold and caps on what a
person is expected to pay (following recommendations for the commission led by
Andrew Dilnot).

3.2

This provides provision for a person to request a direct payment of funding for
eligible support and care costs.
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4

How the changes will affect the way we work

4.1

The new requirements will require Local Authorities (LA) to comply with a number
of new provisions. Housing is fundamental to the general duty to promote wellbeing and within prevention to promote independence. As CBH manages the LA
housing stock we will be supporting the LA duties as follows:
 Promote well-being, the definition includes suitability of living accommodation
 Prevent the need for care and support
 Promote integration of care and support within health related services (housing
is now defined as a health related service)
 Provide information and advice
 Promote diversity and quality in provision of our services
 C-operate generally, with local strategic partnerships
 Co-operate in specific cases

4.2

Our Medium term delivery plan (MTDP) includes actions to increase awareness,
and provide support and advice in respect of Health & Well-being.

4.3

Our customer profiling which is developing through Tenancy Audits will help us to
identify people with care and support needs, and to raise any alerts for support or
care.

4.4

Training our staff will help to identify those who are experiencing or at risk of
abuse or neglect. Common trigger points which will identify risks are tenancy sign
up, tenancy visits, housing management issues such as reporting or being a victim
of antisocial behaviour and rent arrears.

4.5

Some examples of work that we can enable for our tenants which will support their
health and well-being are:
 Smoking cessation advice
 Exercise classes
 Cookery lessons
 Neighbourhood or Community events to prevent social isolation and loneliness
 Budgeting and debt advice
 “Get on line” classes to encourage and develop access to on line services

5

Safeguarding

5.1

The Care Act introduces a new duty for local authorities to carry out enquiries (or
cause others to do so) where it suspects an adult is at risk of abuse or neglect.
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5.2

The role of Adult Safeguarding will increase from those staff dealing with older or
vulnerable tenants and will now include all staff. Colchester Borough Council has a
strategic lead on the Essex-wide Adult Safeguarding Board. Within CBH, Karen
Williams is assigned as our operational lead. We have named “designated
officers” for Safeguarding in all relevant service areas.

5.3

The Care act guidance for adult safeguarding in respect of housing states that
 All housing providers should have clear operational policies and procedures in
adult safeguarding;
 All housing staff must be familiar with the principles underpinning adult
safeguarding and be trained to recognise the symptoms of abuse;
 Be vigilant and able to respond to adult safeguarding concerns.

5.4

We have an established procedure for raising Adult Safeguarding alerts and for
participation in any serious case reviews, or provision of information in relation to
Safeguarding.
Safeguarding key principles:
Empowerment – presumption of person-led decisions and informed consent
Prevention – it is better to take action before harm occurs
Proportionality – proportionate and least intrusive response appropriate to the risk
presented
Protection – support and representation for those in greatest need
Partnership – local solutions through services working with their communities.
Communities have a part to play in preventing, detecting and reporting abuse.
Accountability – accountability and transparency in delivering safeguarding.

5.5

Safeguarding training for front-line managers and directors was held on 26
February 2015. The Board received training in September 2012; a further training
session is planned during 2015. Our staff induction programme includes
Safeguarding and how to raise an alert.

5.6

The Essex Safeguarding Board provides information and advice for members of
the public and professionals who require advice or want to disclose information
regarding a safeguarding concern regarding an adult in Essex
www.essexsab.org.uk Ask SAL Tel: 08452 66 66 63.

6.

Financial Implications

6.1

The cost of training staff and Board members is included within operational
budgets.

6.2

CBH manages housing management at one Extra Care scheme (The Cannons);
currently the contract for Housing related support and Care is provided by Swan
Housing association. This negates any current risk for CBH in respect of receiving
direct payment for care and support charges. The contract
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7.

HR Implications

7.1

No changes are required to staff structures. Training and development has been
included in Organisational development plan and individual appraisals
Disclosure and Barring service (DBS) provides a referencing check for staff
working in defined roles with vulnerable adults.

8.

Equality and Diversity Implications

8.1

The Essex Safeguarding Board analyses reports to review any E & D implications.
To ensure that accesses to services are fair we follow guidance issued by the
Essex Safeguarding Board.

9.

Residents at the Heart

Information in relation to Safeguarding is promoted to residents through the
tenants’ newsletter.
10.

Appendix

10.1

Appendix 1 – Adult Safeguarding Self-Assessment
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18

19

Do you have a safeguarding adults policy and
internal procedures that is regularly reviewed

Does the policy include the six principles

2

3

Can staff access regular face to face
supervision from skilled managers

5

Can staff access practical and legal guidance,
advice and support

Have staff who are in contact with adults at risk
received safeguarding training

4

Guide for staff to maintain vigilance about adult
safeguarding

Guidance on record keeping

Y

Do you have a senior manager with
responsibility for Safeguarding

1

Y

Y

Y

Y

Yes No

No Question

Access to legal advice and support is available through assigned
member of CBC legal team.

Regular face to face one one’s are in place. For staff working in
high risk areas (Housing Options) external professional support
is in place.

Senior Managers and Director update training February 2015.

Training for relevant staff delivered to level 2, 2014.

Regular training and briefings for staff to raise importance of
safeguard alerts.

Update to policy to include the Care Act reference and
principles.

Safeguarding policy and procedure in place (2013).

List of staff in each management area with key responsibility for
safeguarding.

Human Resources Manager – Angelique Ryan.

Head of Housing Management – Karen Williams.

The Chief Executive has overall responsibility. Lead Senior
Management team members for safeguarding are:

Comment / evidence

Adult safeguarding self-assessment against Care Act statutory guidance for housing providers
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Y

Are you involved in a Safeguarding Adult Board
or housing sub group

Have you discussed with the adult social
safeguarding lead the implications of Care Act
in the guidance of being asked to “make
enquiries”

Do you have an effective link with the Local
authority safeguarding lead to ensure cooperation and information sharing, to improve
joint working and address barriers

Do you have arrangements in place to ensure
review and learning

Do you engage with all customers regarding
safeguarding (information and awareness)

6

7

8

9

10

Y

Y

Y

Y

Yes No

No Question

Regular update in staff and tenant newsletters.

Ask SAL information and contact details in public office buildings
and staff room.

Cards for concern process in place with tool box talks for trade
operatives.

Regular review of process and training.

Good liaison with CBC Safeguarding lead officer.

ECC agreed procedure.

Whilst CBC are lead our delegated officers participate in the
Essex Safeguarding Board and Housing sub group.

Comment / evidence

