
 
 
  
 
  
 
 
 
 

AGENDA – Part A 
(Open to the public) 

 
1. Apologies & quorum 
 
2. Declarations of Interest by Board Members and Officers 
 Members and officers to declare any interests not in the Register 
 
3. Minutes of Previous Meeting (Page 3) 

To approve as a true record the minutes of the meeting held on 26 April 2016, 
and to deal with any matters arising  

 
4. Voice Your View 
 
5. Investors in People Gold Award 

Clare Laidler, Investors in People 
 
ITEMS FOR DECISION 
 
6. Approval of Company Accounts (Page 9) 
 Michael Hadjimichael, Director of Resources 
 
7. Approval of updated Risk Management Strategy & Policy and  
 Strategic Risk Register (Page 49) 
 Michael Hadjimichael, Director of Resources 
 
8. Resident Insight & Engagement Strategy (Page 77) 
 Karen Loweman, Director of Housing 
 
9. Information & Confidentiality Policy (Page 105) 

Owen Howell, Board Assurance Officer 
 

10. Code of Governance update and Review (Page 121) 
Owen Howell, Board Assurance Officer 
 

11. Board Member Code of Conduct (Page 137) 
Owen Howell, Board Assurance Officer 

 
ITEMS FOR DISCUSSION 
 
12. STAR (Survey of Tenants and Residents) 2016 (Page 171) 

Gerardine Murphy, Service Development Manager 
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To be held 5.30 pm, Monday 12 September 2016 
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ITEMS FOR INFORMATION 
 
13. Annual Report from Finance & Audit (F&A) Committee (Page 271) 
 Nigel Chapman, Chair of F&A Committee 
 
14. Annual Report for Gateway to Homechoice (Page 279) 
 Claire Beckett, Gateway to Homechoice Co-ordinator 
 
15. Annual HR Report & Investors in People (Gold) (Page 285) 
 Angelique Ryan, Head of HR and Governance 

 
STANDING ITEMS 
 
16. Finance Assurance Report (Page 293) 

Michael Hadjimichael, Director of Resources 
 

17. Performance Assurance Report (Page 297) 
Karen Loweman, Director of Housing 

 
18. Committee Minutes (Page 305) 

Board members are invited to raise question and comment the minutes of: 
   

 (i) F&A Committee 6 June 2016 
 (ii) F&A Committee 21 July 2016 
 (iii) Operations Committee (Interim) 30 June 2016 
 (iv) Operations Committee (Q1) 28 July 2016 
 (v) G&R Committee 7 July 2016 
  

19. Forward Look (Page 335) 
An update of future decisions required and items to be discussed at future 
Board meetings.  

 
20. Any Other Business 

 
21. Exclusion of the Public 

 
 

Forthcoming meetings: 
 

Meeting Dates 

Thursday 27 October 2016 

Wednesday 7 December 2016 

Tuesday 21 February 2017 

Tuesday 25 April 2017 
 

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



Minutes of the Eighty-Ninth Board Meeting 

Held on 14 June 2016 at 5.30pm  
At Room 1, CBH, Rowan House, 
33 Sheepen Road, Colchester CO3 3WG 

Present: In Attendance: 
Anne Grahamslaw 
Alan Blois 
Nigel Chapman 
Julie Parker 
Glenn Houchell 
Geoff Foster 
Michala Carey 
Tina Graves 
Dionne Philp 

(Chair) 
(Vice Chair) 
(Vice Chair) 

Michael Hadjimichael 
Karen Loweman 
Mark Wright 
Gerardine Murphy 
Matt Armstrong 
Nikki Bedford 

Owen Howell 

Observing: 
Gareth Mitchell 
Geoff Beales 
Jan Sexton 
Lynda Buxton 
Jimmy Watson 
Michael Campbell 
Dawn Tibble 

(Minutes) 

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

1. Apologies and quorum

1.1 

2. 

2.1 

Apologies were received from Gerard Oxford, Julia Havis and Mike Lilley. These
three members were in the process of retiring from the Board and the Chair
placed on record the Board’s thanks to them for their service and efforts. The
Chair declared the meeting as quorate.

Declaration of interests by Board Members and Officers

There were no new declarations of interest.

3. Minutes of the meeting held on 26 April 2016 and Matters Arising

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

3.2 It was confirmed that there were no actions arising from the minutes.

4. Voice your view

4a.1 CBH tenant Jan Sexton spoke regarding mature trees which were causing 
problems for residents in her street. She requested a meeting with the tree 
specialist involved so that residents’ questions could be addressed. 

4a.2 Karen Loweman explained that the officer had examined the trees and that he 
had now been asked to meet with Jan to discuss the problems and potential 
solutions. The meeting would be set up. Action: Karen Loweman to ensure this 
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meeting goes ahead. 

4b.1 Cllrs Lesley and Jessica Scott-Boutell spoke to describe the condition of the cul-
de-sac on Winstree Road and to request that parking and landscaping 
improvements be made, including the provision of a disabled parking space. 
CBH had drawn the matter to a close and explained that this was not work which 
could be undertaken by CBH.  

4b.2 Local resident Vincent Steptoe also spoke on this issue, highlighting the 
difficulties faced by residents with the lack of parking. Residents had designed a 
potential new layout for the cul-de-sac to show how changes could be made. 
Difficulties for emergency-vehicle access were highlighted. Concerns about the 
cyclepath along Winstree Road was also detailed. 

4b.3 Karen Loweman explained the difficulties faced on estates designed and built at 
a time when car use was less common and explained that she had looked into 
the issues at Winstree Road prior to this meeting. She explained that CBC’s 
Planning Department prioritised the retention of green spaces, but that the space 
here was of little benefit except for some parking. Karen offered to organize 
meetings between residents, CBC and CBH to discuss what was possible 
regarding making improvements. Action: Karen Loweman to pursue and liaise 
with CBC and residents. A petition from residents was formally noted and 
accepted at this point. 

4c.1 Jan Sexton delivered a statement on behalf of the Tenants’ and Leaseholders’ 
Consultative Committee (TLCC) regarding their ongoing scrutiny work. The 
TLCC had concluded their scrutiny of pre-tenancy workshops and will revisit this 
area in the future to monitor progress. Jan expressed thanks to the officers who 
had worked with the TLCC on this. 

4c.2 The next TLCC scrutiny topic would be Tenancy Audits. Their findings would be 
reported to the Board. 

5. Confirmation of new Chief Executive

5.1 Chair confirmed that Board Members had met to ratify the appointment of Gareth
Mitchell as new Chief Executive.

6. Board Member Expenses Scheme

6.1 Owen Howell introduced the report and amended Scheme and thanked
Members for the suggestions which had been incorporated.

6.2 Decision: Board unanimously approved the updated Scheme.

7. Strategic Risk Register

7.1 Michael Hadjimichael presented the current Strategic Risk Register. The Risk
added concerning the recruitment of the new Chief Executive for CBH would
remain on the Register until Gareth Mitchell took up his appointment to that role.
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7.2 Board discussed Risk Seven (Impact of Budget announcement), the risk relating 
to the Housing and Planning Act (2016) and the mitigating actions which had 
been taken relating to these. Michael accepted that this risk had lessened owing 
to actions taken by CBH. The Risk would remain on the Register as it was still 
present. This risk would be updated as the situation develops and after the next 
budget. 

7.3 Michael agreed that it would be useful to Board if the Register be added to in 
order to make it more forward-looking. Decision: Board accepted the Strategic 
Risk Register. 

8. Medium Term Delivery Plan, 2015-16 Progress

8.1 Karen Loweman presented the progress report and highlighted the main points in
the report.

8.2 In response to questions, Karen explained that drug and alcohol interventions for
tenants had already commenced, in partnership with Open Road.

8.3 Mark Wright answered questions regarding the CBH Remotely-piloted Aerial
System (RPAS) and confirmed that the operator held the relevant Civil Aviation
Authority (CAA) licence. They were aware of the local restricted airspace above
the Military Corrective Training Centre.

8.4 Karen explained that red-flagged items were either cancelled or on hold, pending
changes affecting them. These were revisited and reviewed as appropriate.
Items with no actions next to them indicated that actions had yet to commence.
There were several blanks where officers had yet to add actions which had
commenced or taken place. Karen would follow these up to ensure all
developments were included.

8.5 Regarding point 6.2, Karen explained that CBC’s Private Housing Team monitor
potential properties which could be brought into use. CBH assists with this work,
and is commencing a Private Sector Letting Scheme.

8.6 On point 7.3, Mark Wright explained that works planners conduct optimum route
planning between jobs. These are then uploaded to PDAs and reduces travel
time and mileage. Software issues encountered had been addressed and an
update loaded on to a test system and is being trialled. Mark explained some of
the problems which this issue had caused.

9. Annual Health and Safety Quality and Environmental Report

9.1 Mark Wright introduced the report and the CBH Health & Safety Manager, Jamie
Grey. Jamie then covered the highlights of the report, showing the effect of
proactive management on lowering accident numbers.

9.2 Jamie explained that all properties are surveyed annually for asbestos insulation
boards. Mark expanded on this to detail the proactive work being done to remove
certain asbestos items.
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9.3 Jamie explained the variance in reported accidents and that there was no pattern 
or common denominator identifiable in them. 

9.4 Mark answered questions on the CDM Compliance Officer post, telling Board 
that even with a market supplement offered, a viable applicant had not been 
found. A discounted rate on the supply of the work involved in this position had 
been negotiated with MPS, who were directly appointed by CBC.  

9.5 Geoff Foster gave congratulations (endorsed by the Board) to members of staff 
for the work done to ensure a successful audit of CBH’s work in the area of 
Health & Safety. 

9.6 The new Health & Safety software was selected after an extensive business plan 
had been drawn up and six different programs compared. The program was 
bought off-the-shelf with a proven track record, but is highly-customizable and 
can be tailored to record all types of data as necessary. It includes a portal for 
accessing and adding information on demand from any platform. 

9.7 The Chair stated that, as Board Champion on Health & Safety, she would be 
happy to have items in this area brought before Board when Jamie considered 
this necessary or useful. 

10. Disabled Facilities Grants

10.1 Mark Wright introduced the report and explained that resident feedback had 
been positive and discussions were occurring to identify what the expected level 
of this type of work would be. 

10.2 Board questioned aspects of the scheme, including the reputational risk to CBH if 
work is only coming through to us slowly. Mark assured Board that there was 
now no backlog of work for private-sector properties. The delay in the process 
occurring between a grant being given and work being done had been reduced 
down to an acceptable level for CBC and CBH. The aim was to reduce this even 
further. 

10.3 Mark described the situation regarding potential DFG work in the Tendring 
District Council (TDC) area. TDC insisted on the use of local contractors and 
want a ‘turn-key’ solution, which we cannot offer, owing to the process involved 
in this being a functioned that has been TUPEd back into CBC from CBH. The 
level of risk we would take on by having to use local contractors leaves us unable 
to make competitive bids to carry out DFG work in the TDC area at this time and 
under the conditions laid down by that council. 

10.4 It was agreed that this topic should be revisited in the confidential session of this 
meeting, so as to cover areas which might potentially involve commercially-
sensitive discussions. 

11. Finance Assurance Report

11.1 Michael Hadjimichael presented the paper, explaining that this provided a draft 
outturn position for 2015-16, subject to final audit and adjustment. 
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11.2 Chair identified the benefit of working closely with CBC on the HRA, and 
expressed a wish to have more discussion of issues related to the HR at future 
Board meetings. This could enable CBH to give CBC more help and input on the 
financial issues involved. 

12. Performance Assurance Report

12.1 Karen Loweman presented the report and statistics appended to it. The only KPI 
not achieved was the indicator relating to B&B usage. The target for this was 0, 
but at year-end the total families in B&B stood at 28. Additional temporary 
accommodation options had been found, and more were being sought in order to 
reduce the use of B&Bs. 

13. Committee Minutes

13.1 Regarding 3.10 of the Operations Committee Minutes, Mark explained that there 
had been no change in the definition of ‘decency,’ only a change in the asset 
management strategy, accepted by Board and CBC, to aim at reducing non-
decent property numbers to zero over a five-year cycle, rather than annually. 
This would be the most efficient and cost-effective approach. Maintaining an 
annual cycle would be prohibitively expensive. It is possible that we will reduce 
the number to zero annually, but this was not a target. Vital repair work would 
always be carried out (e.g. involving heating, leaking properties etc.).  

14. Forward Look

14.1 Owen Howell presented the Forward look and explained that efforts are 
continuing to reduce the number of policy reviews etc. which occur annually 
without any changes being necessary. 

14.2 Owen explained that the current Forward Look only listed DMT responsibilities 
for items, which meant items which did not come under the purview of a DMT 
member had n/a written within the final column on the page. Action: Owen 
Howell to amend the heading of the final column of the Forward Look to read 
‘Officer/Member responsible.’ 

15. Any other Business

15.1 Owen Howell confirmed that the 2015-16 accounts would be presented to the 
Finance & Audit Committee at its July meeting. 

With no further business, the open meeting concluded at 6.27pm. 
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List of Actions arising from Board Meeting held on 14 June 2016 
 

Item Action Who By when Done 

14 June 2016  

4a.2 Ensure meeting between Jan Sexton and 
tree specialist. 

Karen 
Loweman 12 Sep ‘16  

4b.3 
Liaise between Winstree Road residents 
and CBC regarding layout of the cul-de-
sac. 

Karen 
Loweman 

Ongoing 
(new plans 

being 
produced) 

 

15.1 Amend Forward Look headings Owen Howell 12 Sp ‘16  
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:   12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 6. 
 
SUBJECT: Audit of Company Accounts 2015/16 
 
REPORT BY:  Michael Hadjimichael, Director of Resources 
    01206 507815 
     Michael.Hadjimichael@cbhomes.org.uk 
 
 
FOR DECISION 
 
1. Decisions Required 

 
Following its meeting on 21 July 2016, the Finance & Audit Committee (F&A) 
recommends that the Board: 

 
1.1 Approves the 2015/16 Audited Final Accounts. 
 
1.2 Agrees that the Chair of the Board signs the Final Accounts. 
 
1.3 Agrees that the Chair of the Board signs the Directors’ Report. 
 
1.4 Agrees that the Chair of the Board signs the Letter of Representation. 
 
1.5 Agrees that the Chair of the Board and the Chair of the Finance & Audit 

Committee sign the Annual Governance Statement.  
 
2. Supporting Information 
 
2.1 The Final Accounts for the Company for 2015/16 have been completed and 

audited. An unqualified opinion has been issued and the accounts are being 
submitted to Board for approval.  

 
2.2 A summary report to the Board and the detailed statutory Company Accounts 

are attached for your information as Appendices 1&2. 
 
3. CBH Accounts 
 
3.1 The company made a surplus of £229,543 for 2015/16 before FRS17 

adjustments. The accounts have now been fully audited and this original figure 
has been verified.  

 
3.2 The completion of the year-end process was achieved within agreed 

timescales, thanks to support by key staff and our auditors, Scrutton Bland.  
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3.3 Set out below is a reconciliation between the surplus from the management 

accounts to the Financial Accounts: 
 

 £ 
Management Accounts Surplus 229,543 
FRS Staff Costs Adjustment (618,000) 
Interest Charges (209,000) 
 

Deficit for Year (per statutory accounts) (597,457) 
 
4. Director’s Responsibilities 
 
4.1 As part of the consideration of the Financial Statements, the Chair of the 

Board is required to sign the Directors’ Responsibilities on behalf of the 
Directors. These are set out on pages three and four of the Financial 
Statements. The following arrangements have been put in place to provide 
confidence to Members in supporting this: 

 
• All accounting policies have been presented to the Board and are 

discussed with the External Auditors each year. 

• The Accounts have been closed on an accrual basis and any estimates or 
provisions have been supported by detailed workings. 

• UK Accounting Standards have been followed, and this is the first year 
that the financial statements have been prepared under FRS102. 

• The Accounts have been prepared on an ongoing basis and the External 
Auditor is satisfied that the FRS17 liability is supported by future funding 
levels from Colchester Borough Council. 

• Regular Management Accounts updates have been provided to the 
Finance & Audit Committee and expenditure has been maintained within 
the Management Fee. 

• Meetings have taken place between the External Auditor and the Director 
of Resources where all relevant audit information has been given to the 
Auditor. The Finance section has also provided the Auditor with a bundle 
of information and supporting evidence to meet the Auditor’s list of 
requirements for the audit. 

 
5. Letter of Representation 

 
5.1 In addition, the Chair of the Board is required to sign a letter of representation 

on behalf of the Board to the Auditors. In a change to previous years, the Chief 
Executive will also sign the letter of representation on behalf of the Directors 
Management Team. 

 
 
6. Financial Implications 

 
6.1 The financial implications are included in the body of the report. 
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7. Risk Management 

 
7.1 If the Company’s Annual Accounts are not signed by the Board and filed at 

Companies House within nine months of the financial year-end (31 December 
2016) the Company will be liable for a penalty and the Directors (Board 
Members) would also become liable. Subject to the Board’s approval on 12 
September, the accounts will be submitted to Companies House following the 
Board meeting and the Chair of the Finance and Audit Committee will be 
informed once this submission has been carried out. 

 
8. HR Implications 
 
8.1  There are no direct HR implications arising from this report. 

 
9. Equality and Diversity Implications 

 
9.1  There are no direct equality implications arising from this report. 
 
10. Legal Implications 
 
10.1  The legal implications are set out in the risk paragraph. 

 
11. Residents at Heart 

 
11.1 Not applicable. 

 
12. Appendices 
 
12.1 Appendix 1 – Auditors’ Report to the Board 

 
12.2 Appendix 2 – The Statutory Accounts (incl. Annual Governance Statement) 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:   12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 7 
 
SUBJECT: Strategic Risk Register & Revised Risk Management Policy & 

Strategy 
 
REPORT BY:  Michael Hadjimichael, Director of Resources 
    01206 507815   
     Michael.hadjimichael@cbhomes.org.uk 
 
 
FOR DECISION 
 
1. Purpose  
  
1.1 
 
1.2 

To approve the Strategic Risk Register and progress on mitigating actions. 
 
To approve the revised Risk Management Policy and Strategy. 

  
2. Background & Content  
  
2.1 
 
 
 
 
 
2.2 

The Board approved a new Risk Management Strategy at its meeting on 29 
April 2015. Under this strategy the Finance and Audit Committee (F&A) has a 
remit to scrutinise the Risk Register and to report to the Board on high-level 
and difficult to manage risks. This is now a standing item on the agenda for all 
future meetings. 
 
Risk Management Policy & Strategy 
Following an Internal Audit Review of the Risk Management Policy in 
February 2016, a recommendation was made to update the Risk 
Management Policy to reflect the latest organisational structure and tasks on 
the Risk Management Action Plan which have been reallocated. The changes 
have been reviewed by Finance & Audit Committee under the Electronic 
Decision Making Procedure in August 2016. The tracked changed version can 
be found at Appendix 1.  A fundamental review of the Policy and Strategy is 
not due until 2018. 

  
Strategic Risk Register 

2.3 
 
 
2.4 
 
 

The Strategic Risk Register was presented at the most recent Board Meeting 
on 26 April 2016. 
 
The register can be found at Appendix 2. 
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2.5 
 
 
 
 
 
 
2.6 
 
 
 
2.7 
 
 
 

New Risks 
No new strategic risks have been identified since the last report. At the 
Finance & Audit Committee on 21 July 2016, it was recommended that it was 
not appropriate to have a separate strategic risk relating to ‘Brexit’ at this 
stage as its impact is unknown and will be inherent in all existing strategic 
risks. 
  
Removed Risks 
The appointment of a new Chief Executive been removed since the last report 
as Gareth Mitchell commenced his role on 1 September 2016. 
 
Progress on Further Actions: 
All previously reported completed actions (3 actions) have been removed from 
the Register. All risk scores remain unchanged. 
 

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

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

 
4. 

 
Value for Money Implications 

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

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

 
HR Implications 

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

and are escalating these if deemed necessary.  All staff are aware of the need 
to escalate risks to their line manager if necessary. 

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

ensure that issues relating to the impact of the Housing and Planning Act 
2016 are discussed with residents and those affected will be assisted where 
possible. 
 

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

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

 
8. 

 
Risk Management 

  
8.1 If the Company does not have a robust Risk Management Strategy and Action 

Plan, then its progress to achieving its key goals will be impaired or 
unachievable. 
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9. Appendices 
  
9.1  Appendix 1 – Revised Risk Management Policy & Strategy 

 Appendix 2 – Strategic Risk Register 
 Appendix 3 – Strategic Risk Heat Map 
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Item 7 Appendix 1 

 
 
 
 

Risk management policy & 
strategy 

 
 
 

Author:  David LincolnMichael Hadjimichael, Director of Resources 
 
 
 
 
 
 

Version 1.23 
April July 20152016 
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Building Trust • Delivering Tenant Led Services • Commitment to our Communities 
 Delivering Professional Services • Providing Value for Money 

 
Contents 

Risk management policy statement 3 
1. Introduction & purpose 4 
2. Definition 4 
3. Aims and objectives 5 
4. Risk management process 6 
5. Risk control structure 8 
6. Risk registers 10 
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Appendix 1 – Roles & responsibilities 13 
Appendix 2 - Risk management Strategy Plan Update 16 
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Building Trust • Delivering Tenant Led Services • Commitment to our Communities 
 Delivering Professional Services • Providing Value for Money 

Risk management policy statement 

 
A key component of the 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    Glenn Houchell   
 Greg FalveyGareth Mitchell 
Chair of Board  Board Risk Champion  Chief 
ExecutiveChief Executive 
 
 
24 April 2015September 2016 
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 Delivering Professional Services • Providing Value for Money 

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 this 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. 

 
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: 
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• 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 
 
 
 
 
 
 
IMPACT 
 
 
 
 
 
Low 

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

Primary 
These risks have both high 
impact and high likelihood of 
happening; these will require 
prime attention in terms of 
control and resources 
 

Relatively low-level risks 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. 

Low                                    LIKELIHOOD                                 High 
 
4.3 The risk management cyclical process is shown here: 

  

Analyse Risks & Opportunities
Determine existing controls

Determine Determine
Likelihood Impact

Score the risk or opportunity

The Risk Management Cyclical Process

Identify Risks & Opportunities
What can happen?

Evaluate Key Risks & Opportunities

Tolerate Risk?

Treat Risks
Identify options

Evaluate options
Decide on option
Implement option

Identify Resources

No
Yes

 
 
4.4 The key stages of our risk management process are: 
 

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

 
 4.5 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 & 
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 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 ceports 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 Strategic 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.   
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5.2 A hierarchy of responsibility is set out below:

Risk Hierarchy 

Board

Finance & 
Audit Committee

Directors’ Management 
Team

Service Manager

Red Risks

Strategic Risks

Operational Risks

 
 
The roles and responsibilities are set out in detail in Appendix 1 and 
summarised below: 
 
Board Receive reports from the Finance & Audit Committee 

on the control of red risks. 
Finance & Audit 
Committee 

• Report to Board Members high-level and difficult 
to manage risks identified 

• Provide an annual scrutiny of the Risk 
management Process and Risk Register. 

• Monitor progress of the Risk Action Plan. 
Operations 
Committee and 
Governance & 
Remuneration 
Committee 

• Any related strategic risks 
• Any operational risks identified by DMT that is 

where the risk is in the red zone of the scoring 
matrix. 

Internal 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). 

External audit • Report on CBH financial statements and give an 
audit opinion.  The external auditors also report to 
Board on findings from the audit in a 
management letter.  The letter provides a source 
of external assurance on the operation of internal 
controls. 

DMT • Review risks and bring to Committees relevant 
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strategic risks and red operational risks 
All employees • 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 [lan 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 Strategic 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. 
 
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 (Status as at July 2016): 
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Action Timescale Responsibility 
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. 

Sept 
2015Complete 

Director of 
Resources  

Reports to the Board 
Review of style of Board Reports at 
Board Away Day to assess if these 
meet members’ requirements, e.g. 
how the proposal fits in with strategic 
direction and whether alternatives are 
included where appropriate. 

Away day 
2015Complete 

Board/Director 
of Resources 

People 
Additional refresher training of staff 
and managers to further embed risk 
management. 

Dec 2015Mar 2017 
Risk 
ManagerDirector 
of Resources 

Partnership and resources 
Identifying strategic risk of 
partnership with Council. 
Setting up operational risks of key 
supplier relationships. 

 
Complete 
 
Dec 20152016 

 
 
Risk 
ManagerDirector 
of Resources 

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. 

 
 

Dec 20152016 
Complete & 

ongoingOngoing 
Sept 

2015Complete & 
Ongoing 

Risk 
ManagerDirector 
of Resources 
 
Director of 
Resources 

Risk handling 
• Review scoring matrix 
• Ensure measures of mitigation are 

SMART 

Complete & 
Ongoing 

Director of 
Resources 

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 

March 
2016Complete & 
Ongoing 

Director of 
Resources 
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Action Timescale Responsibility 

Other issues 
• Board to review strategic risk 

register regularly (part of Board 
Assurance Report) 
 
 

• Committee Reviews 
Each committee review risks 
appropriate to that committee 
 
 

• Identify strategic risks with 
reference to the Company 
strategic objectives 

 
• Assurance Report for Board 

Overall financial position 
High level performance 
information 
Strategic risk information 

 
 
 

Complete 
 
 
 

Six monthly unless 
red 

Sept 
2015Complete & 

Ongoing 
 
 

March annually 
2015/16 

CompleteComplete 
& Ongoing 

 
 
 

Complete and 
ongoing 

 
 
 
 
 
 
 
 
 

DMT 
 
 
 

Director of 
Resources 

 
 
 
 

Director of 
Resources 

  

Formatted: Centered
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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 
management is embedded at the management level 
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  

 

• Act as a link between the Board and Officers in 
managing risks. 

• 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. 

Operations and 
Governance and 
Remuneration 
Committee 

 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. 
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Group or 
individuals Role & responsibilities 

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  
 

Senior 
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. 

 

All other service 
managers 

• 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 
ManagerDirector 
of Resources / 
Head of Finance 
& Performance 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• 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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Appendix 2 - Risk management Strategy Plan Update 

 
Action Timescale Responsibility Progress Status 

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

Mar to Jun 
2012 

Risk & Environmental 
Manager 

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

Complete 

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

Apr 2012 Director of Resources 
Risks are reviewed on a regular 
basis and reported to F&A 
committee. 

 
Ongoing 

Review Operational risks Six monthly Risk & Environmental 
Manager 

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

 
Process in 

placeComplete & 
Ongoing 

 

Risk management to be an item on 
Senior Management Team meetings Quarterly Risk & Environmental 

Manager 

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

OngoingComplete 

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

Quarterly Risk & Environmental 
Manager Reported each quarter. 

Process in 
placeComplete & 

Ongoing 
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Action Timescale Responsibility Progress Status 

Review the Risk Register to ensure 
that it is SMART and fit for purpose Jun 2012 

Director of Resources and 
Risk & Environmental 
Manager 

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

 
Process in place 

Agree a risk scoring matrix Apr 2012 
Director of Resources and 
Risk & Environmental 
Manager 

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

Complete 

All major projects to be carried out 
using Prince2 methodology Apr 2012 DMT 

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

Complete in Oct 
2012 

Review Risk management Policy & 
Strategy every three years Mar 2015 Director of Resources 

 
F&A committee agreed to review 
every three years 

- 

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

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

 
Process in place 

All reports requiring a decision will 
include a ‘Risk management’ 
paragraph. 

Jun 2012 Directors Management 
Team 

All reports requiring decision and 
risk paragraph   Complete 
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Appendix 2 - A Version of the Performance Ladder 
Embedding an Effective Risk management Framework 

The Performance Ladder 
 

       Capabilities                Results 
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. 

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

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. 

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

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. 

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

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. 

                   E
xcellent 

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

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. 

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

Risk metrics are collected. 
Risk management standards 
applied in some areas. Staff 
accept risk management as 
standard requirement of 
good management. 

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

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. 

                   G
ood 

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 

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

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. 

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

Risk management 
processes being 
implemented in key areas. 
Risk capability self-
assessment tools being 
used in some areas. 

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

Some evidence of risk 
management contributing 
to improvement in 
outcome performance, 
demonstrated by 
measures, including where 
relevant, stakeholders 
perceptions & potential for 
new opportunities. 

              Satisfactory 

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

Policies & strategies are 
reviewed against risk 
principles. 

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

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. 

Some stand alone risk 
processes have been 
identified. 

No clear evidence that 
risk management is 
being effective. 

No clear evidence of 
improved outcomes of any 
potential identified. 

   U
nsatisfactory 

 Risk Leadership         Risk Strategy &                            People         Partnerships &                Risk management                   Risk Handling                  Outcomes 
                      Policies                                   Resources              Processes 
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Version Type  Date Brief Description of changes 

1 New Dec 
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to every 3 years. 

1.2 Review April 
2015 

Changes to the new action plan on page 11 
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structure and an update of the Action Plan 
Status. 
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07b. att 2.3 Strategic Risk Register

CBH Risk Register - 2016/17 Item 7 Appendix 2

Risk 
No Risk Name Possible Consequences Risk Type

Unmitigated 
Score Assurances

Current Score
Risk Owner Further Actions Status

Target Score Comments

1) Fundamental review of the CAPITA relationship with CBH (through CBC) with a 
view to getting closer to the provider and reducing bureaucracy. (Rethink the whole 
approach).             

Ongoing

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

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

1) Properly resourced initiatives.          Ongoing

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

3) Separate functions as far as possible through the subsidiary (look at why we 
should trade paper) Ongoing

4) Assessment for each project Ongoing

5) Establish a trading subsidary On-Hold

Review impact of further cap on benefits to £20,000 per household

Sep-16
Review impact on tenants/rents for homes with income greater than £30,000 Sep-16
Review approach/methodology for collated information and monitoring and consider 
resourcing requirements where necessary

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

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

Implementation of Private Sector Letting Scheme (PSL) to offset escalating costs of 
Temporary Accommodation Sep-16

To Review the Captial Investment Programme due to the likely funding drop from 
2018. Dec-16

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

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

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

Impact of the 
Housing and 
Planning Act 2016

6

Maintaining the regular liaison meetings at all levels and 
work closely with CBC colleagues to ensure impact is 
minimalised to continue to provide a social housing 
solution that fits the requirements of the Borough.

DMTEconomic/            
Reputational 15 15

5

Impact of 
government policy 
on financial viability 
of organisation

4

10

The Bill gained Royal Ascent in May.  The 
impact is currently being assessed and an 
action plan will be developed once sufficient 
information is available.

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

CBC's Corporate ICT Strategy presented to 
DMT in March 2016 to move the overall 
infrastructure to the 'cloud' and will help CBH 
implement its own revised ICT strategy.  The 
Performance Management Review has now 
been completed, with an action plan in place to 
deliver agreed changes.  

The trading subsidiary has been rejected by 
CBC for the time being.  Trading activities to be 
increased within CBH.  Appropriate accounting 
controls and transparency of activity are 
already in place.  Opportunities for works in the 
education sector are progressing well.

Increasing Confidence has been identified as a 
key component of the 'future proofing' project.  
The appointment of the new CEO, who worked 
for CBC, should further strengthen the 
relationship between the two organisations.

9

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

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

4

9

6

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

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

Economic/           
Reputational

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

Economic/            
Reputational

Increased resources to support tenants to maintain 
payment and claim Discretionary Housing payments; 
Close work with CBC Housing Benefits. Revision to 
financial inclusion strategy. Creation of digital inclusion 
strategy. Worklessness strategy. Increased payment 
methods available.Increased financial support and 
assistance. Increased opportunity for DD. Staff trained.  
Tenants affected by spare room subsidy reduced to 1377 
of which 307 have a reduction of 14%. Impact on non 
payment of rent is minimal.

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

15

15 10

2016/17 Budget approved by Board.  £200k 
savings on the management fee were requested 
by CBC and have been identified.  DMT 
continually review operations to maintain 
efficiencies and will strive to 'plug gaps' in 
funding by developing trading initiatives (risk 
2).

12 Director of Housing

10 Director of Resources

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

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

1

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

2

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

Reputational/    
Professional/       
Economical

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

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

Technological / 
Economic and 

Financial / 
Reputational

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

Chief Executive/Director of 
Resources

15

912

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

Director of Resources15

123

Relationship with 
CBC not 
maintained or 
effective

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

Reputational
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CBH Risk Register 2016.17 - Heat Map Item 7 Appendix 3

Current Score

10 13 15 16

6 9 12 14

3 5 8 11

1 2 4 7

Li
ke

lih
oo

d

Impact

Reliance on 
Capita 

Relationship with 
CBC not 

maintained or 
effective 

New Trading 
Opportunites 

detract from core 
business 

Impact of Jul'15 
Budget 

Announcement 
on fin. viability of 

Impact of 
Welfare Reform 

Impact of 
Housing and 
Planning Bill 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 8 
 
SUBJECT:  Resident Insight and Engagement Strategy 
 
REPORT BY: Karen Loweman, Director of Housing 
    (01206) 282805   
    karen.loweman@cbhomes.org.uk 
 
 
 FOR INFORMATION / DECISION  
 
1.  Decision Required 
  
1.1 The Resident Insight and Engagement Strategy is both a key policy and part 

of our Code of Governance, therefore requiring approval by the Board. 
  
2. Introduction  
  
2.1 
 
 
 
 
 
 
2.2 

In the course of preparing this strategy, we have consulted widely, including 
with the TLCC and with a Tenant task and finish group. The Operations 
Committee were subsequently asked to review and consider the strategic 
direction of the policy, and a range of recommendations were made which 
have been incorporated in this strategy. We would like to thank all involved for 
their valuable help in developing this strategy.  
 
We have considered current good practice and have recognised that 
established approaches to resident involvement are shifting to reflect a rapidly 
changing operational environment. This new strategy comes at a crucial time. 
Nationally, housing providers are recognising that resident involvement needs 
to be more accessible, more representative of all residents, more cost 
effective, and focussed on clear outcomes for both residents and the 
organisation. 

  
3.  Purpose of Report 
  
3.1 
 
 
 
3.2 
 
 
 

This strategy replaces the Resident Involvement Strategy 2013-2016; and 
reflects best practice set out within the TPAS National tenant engagement 
standards. 
 
Through better and more developed use of insight, the strategy aims to 
improve the information that we gather to better reflect the views of our 
residents and our communities. 
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3.3 Our aim to strengthen scrutiny will provide more resident influence and ensure 
that residents have an integral role in Board decisions. 

  
4. Background & Content 
  
4.1 
 
 
 
 
4.2 
 
 
 
 
4.3 
 
 
 
 
4.4 
 
 
4.5 
 
 
 
 
4.6 

During the life span of the Resident Involvement Strategy 2013-2016, a great 
many of the key objectives were achieved. Our committed involved tenants 
made a significant contribution to helping us to do so. All these achievements 
are outlined in the action plan attached to the strategy. 
 
Under the Resident Insight and Engagement Strategy, we will be utilising our 
customer insight to target Community Engagement more effectively, ensuring 
wider representation across all age groups, and across all the protected 
characteristics. 
 
The Strategy considers the diverse needs of CBH tenants and leaseholders 
based on the content of the CBH Equality Strategy. The Strategy also outlines 
the benefits of resident involvement and sets out in the action plan how we 
will be implementing the strategy over the next three years. 
 
We will be developing a fluid range of ways for residents to be involved and to 
influence the services we deliver; and we will be embedding structures across 
the organisation to measure the impact of all opportunities to influence. 
 
This strategy will enable us to establish a clear business case for involvement, 
with a focus on evidence, impact, productive partnerships and effective 
resource management. 
 
Our journey from involvement to Insight, Influence and Impact will ultimately 
lead to improved service delivery and increased customer satisfaction. We will 
monitor levels of engagement, and outcomes from opportunities to influence, 
to demonstrate effectiveness. 

  
5. Financial Implications 
  
5.1 A budget is available for salary costs, activities and training to support 

engagement. A separate budget of £40,000 is available through a delegated 
budget to provide for Community Initiatives. 

  
6. HR Implications 
  
6.1 Two full time members of staff are employed within the Housing Management 

service to facilitate resident insight and engagement. 
  
7. Legal Implications 
  
7.1 There is no legal requirement to consult with residents, but it is recommended 

as best practice. The Management Agreement sets out a requirement for 
CBH to provide: 

• Involvement and consultation of tenants and leaseholders regarding 
management of their homes 

• Involvement and consultation with residents on areas related to 
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housing services as directed by the Council 
• Prepare and make available an Annual Report for tenants 

  
8. Health & Safety Implications 
  
8.1 None 
  
9. Equality & Diversity Implications 
  
9.1 Equality and Diversity issues have been considered in the development of this 

new strategy. The Resident Involvement Team and the Equality and Diversity 
Officer have worked together to undertake an equality impact assessment. 

  
10. Residents at the Heart 
  
10.1 Our tenants and leaseholders help us to make better decisions about our 

business. Our focus is on making sure that we deliver excellent customer 
service, and we need our customers to help us to do this. Colchester Borough 
Homes believes that tenants and leaseholders should be able to decide on: 

• The issues they want to be involved in 
• The level at which they wish to be involved, and 
• Whether they want to be involved as individuals or be involved in other 

ways 
  
11. Risk Management 
  
11.1 
 
 
11.2 

This strategy will continue to build the trust of our tenants and to develop their 
contribution to scrutinise CBH services. 
 
The way in which residents are prepared to become involved and give their 
views is changing.  The strategy recognises this change and develops a wider 
range of opportunities. 

  
12. Appendices 
  
12.1 The following documents are appended to this report: 

 
• Appendix 1 –  Resident Insight and Engagement Strategy 2016-19 
• Appendix 2 –  Resident Insight and Engagement Strategy Action Plan 

2016-19 
• Appendix 3 - Resident insight and Engagement Opportunities  
• Appendix 4 – Customer Insight Data ( 2016) 
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Item 8. Appendix 1 

 
 
 

Resident Insight and Engagement Strategy 
2016- 2019 

From Involvement to Insight, Influence and Impact 

 
 

Author:  Kathy Fitzgerald (Housing Manager) 

 

Resident Involvement Strategy June 2013 

http://www.cbhomes.org.uk/strategies 

Version 10.2 
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Building Trust • Delivering Tenant Led Services • Commitment to our Communities 
 Delivering Professional Services • Providing Value for Money 

Glossary 

ADP Annual Delivery Plan 

ALMO Arm’s Length Management Organisation 

CBC Colchester Borough Council 

CBH Colchester Borough Homes 

CIH Chartered Institute of Housing 

DMT Directors Management Team 

E&D Equality and Diversity 

HCA Homes and Communities Agency 

HouseMark National housing performance monitoring and 
benchmarking organisation 

NFA National Federation of ALMOs 

Protected 
Characteristics 

Age; Disability; Race; Religion and Belief; Marriage and 
Civil Partnership; Gender Reassignment; Sex; Sexual 
Orientation; Pregnancy and Maternity 

QAA Quality Assurance Advisor 

Resident  Agreed as a term that includes Tenants, leaseholders 
and applicants 

RI Resident Involvement 

SMT Senior Management Team 

STAR Standard Resident survey (Benchmarks resident 
satisfaction)  

TLCC Tenant and Leaseholder Consultative Committee 

TPAS Tenant Participation Advisory Service 

VV Village Voice 

  
  

08a. Resident Insight & Engagement strategy 2016  2 
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 Delivering Professional Services • Providing Value for Money 

Contents  

 

1. Introduction and Purpose 
2. Strategic Aims 
3. Key Objectives 
4. Key Achievements 2013-2016 
5. From Involvement to Insight, Influence and Impact 
6. Consultation and Engagement 
7. Review and Compliance Monitoring 
8. Appendices 
9. Related documents 
10. Document Control Sheet 
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 Delivering Professional Services • Providing Value for Money 

1. Introduction & purpose 

This Resident Insight and Engagement Strategy replaces the previous 
Resident Involvement Strategy 2013-2016. 

The aim of this Resident Insight and Engagement Strategy is to ensure that 
Colchester Borough Homes continues to place residents at the heart of its 
business. 

It provides an opportunity to embed this objective and enable scrutiny and 
accountability of services through customers. 

Under this strategy, we will be providing new and focussed opportunities for 
residents to directly influence decisions and scrutinise the way we deliver our 
services. 

It will inform and direct service delivery over the next Three years, with staff 
resource to support and enable developing insight and engagement of 
customers across the organisation.  

HCA Regulatory Framework 20121 

In 2012, the Homes and Community Agency (HCA) published a new 
standards framework for Housing providers. 

 The framework requires a ‘co-regulation’ approach be adopted and the most 
relevant of the standards for this strategy are: 

1) Tenants should have opportunities to shaped service delivery 

 2) Providers should understand the diverse needs of their tenants 

Whilst this regulatory framework is not mandatory for ALMO’s it is good 
practice which continues to guide our approach. 

2. Strategic aims 

In line with our core values we will focus on: 

Building Trust – we will work with our customers to build trust in our services 

Delivering tenant led services – we will utilise Customer Insight to improve 
the services we deliver and drive up customer satisfaction 

Commitment to our communities – we will support and empower our local 
communities to achieve real outcomes 

1 www.gov.uk/government/publications/regulatory-standards/Tenant Involvement & 
Empowerment 
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Delivering Professional Services – we will ensure that all CBH staff have 
the training and skills to deliver professional customer service 

Provide Value for Money – we will ensure that we provide cost effective 
services by evaluating tenant influence and its impact 

 

The Customer Insight and Engagement Strategy support Colchester Borough 
Council’s strategic aims of: 

• Working with local communities to improve information, access and 
support especially for ethnic minorities, to facilitate integration into the 
local community 

• Creating neighbourhoods and communities that are sustainable by 
working in partnership with residents, the voluntary sector and 
community organisations 

• Achieving a vibrant, thriving, prosperous and welcoming Colchester 

3. Key objectives 

There are 3 key objectives that inform this strategy: 

• Ensuring accountability – working with residents to continue to 
develop our approach to, governance and scrutiny; ensuring that 
decisions are made taking in to consideration the views of residents. 

• Improving services – developing our customer insight information and 
feedback from the STAR and transactional surveys to improve service 
delivery and levels of satisfaction. 

• Developing thriving communities – incorporating key community 
development initiatives and supporting engagement across our 
communities 

These objectives will be achieved through a range of actions, which are 
detailed in the Action Plan to be found in the Appendices. 

 

4. Key achievements 2013-2016 

Over the life span of the previous Resident Involvement Strategy, we have 
delivered the key priorities. Our involved tenants have made a significant 
contribution in supporting us to: 

• Complete the 3 year action plan 
• Develop and implement a tenant scrutiny programme for the TLCC 
• Held several well attended Task and Finish Groups  
• Delivered a range of resident and community training programmes 
• Increased the interest and quality of residents for the Board vacancies 
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• Developed Social Media to engage residents 
• Delivered annual tenant events to celebrate and showcase Resident 

Involvement achievements 
• Better understand the needs of our customers 
• Deliver services following recommendations from residents 

5. From Involvement to Insight, Influence and Impact 

The views, aspirations and priorities of tenants need to be at the heart of what 
we do. To achieve this, we will focus on understanding our customers better, 
to enable more effective targeting and tailoring of service delivery and 
ultimately, increase levels of satisfaction.  

Customer insight will be used to inform strategy and policy, to allocate 
resources, manage performance, market services, and change behaviours to 
inform service design. 

The key outcomes of successful customer insight are: 

• Providing better services ( increased satisfaction , with needs met first 
time, therefore reducing avoidable contact and duplicated costs) 

• Faster and improved decision making 
• Helping residents respond to the challenges they face 
• Using our resources most effectively to have the most impact 
• Providing inclusive and sensitive  services that ensure equality of 

access across the organisation  

This strategy directs us to: 

• Provide new and focused opportunities for tenants to directly influence 
decisions and how we deliver our services 

• A more fluid approach to RI will help us to gain insight from tenants 
who have never previously engaged with CBH 

• Develop structures across the organisation that focus on evaluating 
customer feedback 

• Develop and actively promote opportunities across the organisation for  
resident engagement 

• Focus on supporting and empowering  the local communities  in which 
we operate 

• Develop new systems and transactional surveys to utilise customer 
insight. 

• Deliver services that are tailored and cost effective to improve services 
and increase  satisfaction 

• Following the STAR Survey 2016, we will implement a Programme of 
Improvement to target insight and increase  satisfaction 

 

 

08a. Resident Insight & Engagement strategy 2016  6 

86



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

Resident Insight and Engagement Structure: 

Our achievements over the last 3 years have created the foundations upon 
which we will develop inclusive and accessible opportunities for tenants to 
influence service improvement, improve customer satisfaction and enable 
us to measure the impact of engagement. 

We will review the current structure of routine service-related groups to 
make the most effective use of time and resources. The attendance and 
outcomes from the current groups is variable, and we have learnt from 
those with the best outcomes and will use this knowledge to develop the 
way we engage with residents in the future.        

More use will be made of focus groups, social media, market research, 
and surveys which capture comments from customers and provide more 
statistically sound evidence on which to develop services. The Operations 
Committee will continue to monitor the Strategy through quarterly reports 
from the Resident Insight & Engagement team.  

The Tenant & Leaseholder Consultative committee will be developed to 
improve their role in scrutiny further. 

By proposing to have an independent Chair or facilitator to support the 
group we expect the TLCC will improve their representation of resident 
views to the Board.   

       

6. Consultation and Engagement 

Consultation on this document has taken place with: 

• Members of DMT and SMT 
• TLCC 
• Tenants Task and Finish Group 
• Housing News and Views 
• CBH staff intranet 

 

7. Review and Compliance Monitoring 

The strategy will be monitored and reviewed by the Operations Committee at 
quarterly performance meetings. 

8. Related Documents and references 

• CBH Equality Strategy 
• HCA SHR Standard 2012 
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• Social Value Act 2012 
• CBH Medium Term Delivery Plan 
• CBC/ CBH Liaison Protocol 
• Chartered Institute of Housing www.cih.org 

(Working together to challenge the future of tenant involvement report) 
• TPAS – National Tenant Engagement Standards www.tpas.org.uk 

 

Appendices 

Appendix 1: 2016-2019 Insight & Engagement Action Plan 

  

08a. Resident Insight & Engagement strategy 2016  8 

88

http://www.cih.org/
http://www.tpas.org.uk/


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

Document control sheet 

Title:  Resident Insight and Engagement Strategy 

Consultation with 
stakeholders:  

Tenant Task and Finish Group 16.06.16 
TLCC 01.06.16 
DMT 22.02.16 
SMT 09.05.16 
Colchester Borough Council  

Approved:  Operations committee 28.07.16 
Board  

Next Review date: June 2019 

Circulation 
method:  

 

Equality Impact 
Assessment:  

www.cbhomes.org.uk/ 
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Document amendment history 

Version  Type  Date Notes  

1 New Feb 
2012 

New template approved by SMT/DMT 

2 Major 
revision 

Nov 
2012 

A number of changes to simplify the template & 
remove duplication. 

3 Minor 
revision 

Feb 
2013 

Changed base font to 14 point for readability 

4 Minor 
revisions 

June 
2013 

Expanded instructions in Introduction section, 
amended first page to remove review date (as 
included in document control sheet), removed 
footer on first page 

5 Minor 
revision 

August 
2013 

Glossary moved to front of document at request 
of tenants & leaseholders 

6 Minor 
revision 

February 
2014 

Updated CBH logo 

7 Minor 
revision 

April 
2014 

Changed location of glossary 

8 Minor 
revision 

October 
2014 

Font changed from Arial 14pt to Arial 12pt 

9 Minor 
revision 

March 
2015 

Changed to Word 2010 

9.1 Minor 
revision 

October 
2015 

Changes to line spacing, watermark, document 
control sheet 

9.2 Minor 
revision 

January 
2015 

Hyperlinks to related documents.  Clarified 
appendices section. 

10.1 Major 
revision 

June 
2016 

Strategy changed to Resident  Insight and 
Engagement Strategy with updates  

10.2  July 
2016 

Revised following consultation with Operations 
committee 28 July 2016 

 

08a. Resident Insight & Engagement strategy 2016  10 

90



Building Trust • Delivering Tenant Led Services • Commitment to our Communities 
 Delivering Professional Services • Providing Value for Money 
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Resident Insight and Engagement Strategy 2016/19       Item 8 Appendix 2 

Lead Officer: Kathy Fitzgerald, Housing Manager 

Action Plan  

Three Key Objectives 

1. Ensuring accountability – to achieve this we will work with tenants to further develop our approach to governance and scrutiny; 
ensuring that decisions are made taking into consideration the views of residents.  
2. Improving services – Developing our resident insight information and feedback from the STAR and transactional surveys to 
improve delivery and levels of satisfaction 
3. Develop thriving communities – to achieve this we will incorporate key community development activities, and supporting 
engagement across our communities.  
 
Resident Activity  Objectives  Ensuring Accountability/Improving 

Services/Thriving Communities  
Scrutiny Panel  
The Tenant & Leaseholder 
Consultative committee 

To provide the Board with a residents view of CBH.  
Reviewing key Strategies and policies to be able to 
provide their view to the Board.  

Residents will provide Board Members 
with constructive information in relation to 
CBH services. 
All strategies and policies which require 
the approval of the Board will be 
presented with the views of the Scrutiny 
panel. 

Task and Finish or Focus 
groups 

Topic based Task and Finish, or Focus groups will 
primarily focus on   Emerging issues that impact on 
residents. 
 
They will be arranged to provide a balanced and 
representative view of residents on issues that will 
be considered by the Board. 
Information from service feedback and complaints 
will be used to facilitate improvement to services  

Each group meeting will have a purpose 
and its outcomes measured and 
evaluated.    
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Resident Associations 
/Community Groups 

Local resident/community groups may be based in 
just one neighbourhood or Sheltered housing 
scheme. We will engage with these established 
groups to gain insight and influence for localised 
issues.   
 

Local resident and community groups will 
be given the opportunity to raise concerns 
over local level service delivery. This will 
address and improve our service and their 
local focus will support community 
development. 

 
CBH web site and use of Social 
media  

 
The CBH website will include surveys and 
opportunity for feedback 
Facebook will continue to be developed to engage 
on a wide range of topics.      

Social media and use of the CBH web site 
will provide broad opportunity for 
residents to comment on services and 
issues that impact on them    

Estate Inspections/Estate 
Tours/Make a Difference Days   

Estate Inspections and Estate Tours will help 
identify areas of concern on an estate, so that CBH 
can address these. The outcomes of estate 
Inspections will be fed into QAA Forums which will 
provide insight, and identify areas of repeated poor 
performance, or significant concern on an estate.  

Make a Difference days, Estate Tours and 
Inspections will involve residents in their 
local community. They will provide insight 
and influence to improve CBH’s estate 
management at a local level.  

Structured Feedback  This will include activities such as surveys and 
mystery shopping.  
There will be an improved, coordinated programme, 
with scheduled activity of both types throughout the 
year.  

Residents will be able to comment on the 
service that they have received. CBH will 
use this information to enhance service 
delivery.  

QAA Forum  
These forums include face to face meetings, written 
questions, telephone calls & feedback on services. 
QAAs will monitor the grounds, communal repairs & 
cleaning contracts 
 
 
 
 
 

Tenants will be able to comment on the 
service that they receive and make 
suggestions for estate improvements and 
improved service delivery  
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Older Persons Service 
• Annual General Meetings 
• Visiting Officer welcome 

meetings 
• Resident associations 
• Consultation on 

improvements – internal 
& external 

• QAAs  
• Coffee mornings 
 

 
 

 
Providing older residents with a range of 
opportunities to discuss issues that affect them. 
     

 
Sheltered residents will be supported to 
engage and “have their say” on matters 
that affect them.    
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ACTION PLAN  

What we’ll do  How we’ll do it Why we’re doing it  Showing success 
 

1. Adopt one Resident Insight 
and Engagement strategy across 
the whole organisation  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Develop one overarching 
strategy 
 
Launch the strategy in a 
user friendly format to 
tenants, including new 
website information  
 
Develop Consultation 
Protocol for staff to use, 
provide training sessions 
and standard evaluation 
tool 
 
Develop mechanism to 
annually appraise the 
impact of resident 
involvement activities 
 
 

To ensure a CBH wide 
approach and clarity of key 
aims for tenants, staff and 
stakeholders 

One strategy in place 
delivering a shared vision  
 
Progress against action plan 
reviewed 6 monthly  
 
Tenants and staff clear on 
CIE approach and aims and 
information readily available  
 
All staff working consistently 
to agreed guidelines for 
ensuring resident 
engagement 
 
CIE activities are outcome 
focussed and demonstrate 
broad benefits  

2. Further develop and 
strengthen resident scrutiny  

Develop revised terms of 
reference for CBH tenant 
scrutiny which reflects 
good practice internally 
and externally  
 

To ensure a strong 
approach to co-regulation, 
and effective tenant-led 
scrutiny of services  

Terms of reference for 
Scrutiny Panel   
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Annual appraisals for 
members of Scrutiny Panel 
and of the group’s 
performance 
 
Scrutiny Panel work plan   
developed along side 
Board work plan  
Work with senior 
managers to embed 
resident scrutiny into 
service improvements  
 
Agree an approach for 
ongoing recruitment, 
training and development 
of Scrutiny Panel members 
 
 

Competency Framework to 
help develop and any training 
needs identified 
 
 
Scrutiny reviews and 
management responses & 
action plan complete  
 
Outcome of scrutiny reviews 
visible in Board reports and 
service improvement plans  
 
Membership of scrutiny panel 
representative of residents 

3.Review and develop 
arrangements for local resident 
representation and 
empowerment  

Review the Terms of 
Reference and role of  
groups to reflect new 
strategy and new structure  
 
 
Develop new approaches 
for local involvement to 
meet specific local needs  
 
 
 
 

To ensure resident views 
and priorities are used 
effectively to influence local 
decisions and service 
priorities  
 
 
 
 
 
 
 
 

Residents express greater 
satisfaction in local services 
and participate in increased 
numbers.  
 
 
Impact assessments 
completed to measure 
positive outcomes 
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Develop a procedure and 
media launch to implement 
participatory  funding 
events for the Community 
Initiatives Fund 
 
Increase and support local 
resident association 
groups 
 
Support Community centre 
management committees 
and other community 
groups 
 
Provide and support 
training for locally involved 
tenants    

To increase wider 
representation and influence 
on how monies are 
allocated  

Increased accessibility and 
influence to benefit our 
communities. 
 
 
 
New groups are developed 
locally and engagement and 
satisfaction increase 
 
 
 
 
 
 
Resident skills and 
empowerment are increased  
 

4. Enhance the role and influence 
of on line Resident Engagement 

Develop, pilot and evaluate 
the use of on-line “virtual 
forums” for tenant 
consultation and feedback 
and interactive activities  
 
 
Develop topic based 
interest groups e.g. asset 
management, quality 
homes in line with tenant 
demand  
 
 

To offer tenants a wide 
variety of opportunities for 
influences, including 
particular interests, short 
term involvement and 
“armchair involvement”  

Feedback from on line forums 
influence service 
improvements delivery  
 
 
 
 
Feedback from special 
interest groups influences 
service delivery  
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Conduct mystery shopping 
activities of specific service 
areas bi annually  
 

Findings from mystery 
shopping are shown to 
influence service 
improvements 

5. Develop more robust systems 
to utilise tenant insight  

Develop and produce CBH 
Resident Insight report 
 
 
 
 
 
 
Review content, relevance 
and usage of on- going 
tenant surveys 
 
Commission a programme 
of transactional surveys  
 
Develop and implement a 
programme of 
improvements identified 
from the STAR survey  
 
Develop a rapid response 
initiative to respond to 
negative resident feedback  
 
 

Using our resident data, 
contact and feedback 
information to understand 
the differences between 
residents to enable effective 
targeting and tailoring of 
services.  
 
To make sure that the 
feedback and comments 
received from individual 
tenants is used in a 
systematic way to improve 
services 
 
 
 
 
 
Ensuring processes are in 
place to respond to negative 
tenant feedback in a timely 
manner and a rapid 
response initiative is 
developed and implemented 
 
 
  

Tenant insight influences 
service delivery  
 
 
 
 
 
 
Service areas respond 
promptly to negative 
feedback, resolving whenever 
possible  
 
 
 
 
 
 
 
Tenant feedback  influences 
service improvements and 
increases resident satisfaction  
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6.  Resident Training programme  
 
 
 
 
 

 Develop a training 
programme which will 
improve skills and 
opportunities for residents. 
 
Working with Partners(e.g. 
signpost and Wilson 
Marriage centre) to deliver 
the training   

Improving Life chances and 
opportunities for residents  

Resident empowered to make 
decisions and challenge 
services. 
Developing Communities    
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Resident Insight & engagement opportunities – draft 2016 
 
 

 

 
Customer panels (tenancy 

services, ASB, repairs, 
housing options etc.) 

Community initiatives 
budget allocation 

Leaseholder group 

Quality Assurance Advisors 

Village Voices 

Mystery shoppers 

Involvement 

Equality ambassadors 

Board 

Information 

Social media 
(Facebook etc.) 

Housing News & 
Views 

Website 

e-newsletters & 
text messaging 

Events 

Tenant & 
Leaseholder 
Consultative 
Committee 

Operations 
Committee 

Consultation 

Sheltered AGMs 

Neighbourhood-
based consultation 

Task and 
finish/focus groups 

Reading and media 
panel 

e-consultation 

Insight 

STAR 

Complaints & 
compliments 

Customer insight 

Customer profiling 

Performance 
information 

Choice in home 
improvements 

Empowerment 
& decision 

making 

Transactional 
surveys 
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Item 8 Appendix 4  
 

Colchester Borough Homes Customer Insight Data as at July 2016 
Lead and joint tenants only (total 7001). 
 
Age Groups  Number  %  
17-24  256 3.7%  
25-34  920 13.1%  
35-44  1060 15.1%  
45-54  1300 18.6%  
55-64  1184  16.9%  
65-74  1216  17.4%  
75+  1063  15.2%  
 
Disability  Number  %  
Hearing  170 2.4  
Learning  107 1.5 
Mental Health  361 5.2  
Mobility/physical  895 12.8 
Hearing and visual  6 0.1  
Other disability  28 0.4 
Specific  needs  20  0.3  
Visually impaired  93  1.3  

• Please note 1314 of our tenants have informed us they have a disability 
– 18.8% of our lead and joint tenants 

• However, 366 lead or joint tenants have more than one disability; this is 
why the figures above are different as it tells us the amount for each 
type of disability. 

Ethnicity  Number  %  
White British  6458 92.24  
White Irish  28  0.4  
White Other  196 2.80 
White & Black 
Caribbean  

22 0.31  

White & Black 
African  

11  0.16  

White & Asian  15  0.21  
Any other mixed 
background  

15  0.21  

Black Caribbean  24  0.34  
Black African  75  1.07  
Any other black 
background  

37  0.53  

 
Sex  Numbers  %  
Male  2628 38%  
Female  4373 62%  
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In 2014 we started to collect tenant data in the additional protected characteristics of 
religion and belief, transgender and sexual orientation. Currently, we have data on 
the sexual orientation and religion and belief of 2522 tenants (percentage is of the 
people we have asked 2522). 

Sexual 
Orientation  

Number  %  

Bisexual  3  0.12  
Gay man  4  0.16  
Gay woman  21  0.83  
Heterosexual  2183  86.6  
Prefer not to say  126 5.0  
Blank  183  7.26  
 

Religion and 
Belief  

Number  %  

No religion  634 25.14 
Muslim  16 0.63 
Christian  813 32.24 
Any other religion  351 13.92 
Hindu  1 0.04 
Buddhist  3 0.12 
Blank 704 27.91 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 9 
 
SUBJECT: Information & Confidentiality Policy Update 
 
REPORT BY: Owen Howell, Board Assurance Officer 

 (01206) 282518 
  owen.howell@cbhomes.org.uk 

 
  
FOR DECISION  
 
1. Decision Required 
  
1.1 Members are asked to approve the updated Information & Confidentiality 

Policy, as recommended by G&R Committee.  
  
2. Background 
  
2.1 The Information & Confidentiality Policy was approved by the Board in April 

2013 and updated in 2014 and 2015. The Policy sets out the Company’s 
commitment to meeting its obligations under the Data Protection Act 1998 and 
the Freedom of Information Act 2000. 

  
2.2 The Company works closely with Colchester Borough Council on matters of 

data security and responding to requests for information made under the two 
relevant Acts. 

  
3. Update to the Policy 
  
3.1 A number of minor amendments have been made. These are shown as 

tracked changes within the amended Policy at Appendix 1. 
  
3.2 The following substantive updates have been made: 
  
3.3 Section 1: Members of staff in need of guidance are now directed first to the 

Board Assurance Officer rather than to the Information Commissioner’s 
Office. 

  
3.4 Sections 2.3, 2.4 and 2.6: These sections have been added to in order to 

better explain our responsibilities regarding compliance with the Data 
Protection Act 1998 and ICO guidance. This includes additional information 
on data sharing and the measures CBH takes to ensure data security. 
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4. Financial Implications 
  
4.1 There are no direct financial implications to CBH arising from this report, other 

than that listed in Section 10 below. Breaches in data security may have 
serious financial implications for data subjects, should lost information be 
used for illegal purposes by third parties. 

  
5. HR Implications 
  
5.1 There are no direct HR implications arising from this report. 
  
6. Legal Implications 
  
6.1 The recommendations for amendments bring the attached policy closer in line 

with legislation on data protection and reduces the risk of accidental breaches 
of the DPA ‘98. 

  
7. Health & Safety Implications 
  
7.1 There are no direct Health & Safety implications arising from this report. 
  
8. Equality & Diversity Implications 
  
8.1 There are no direct Equality & Diversity implications arising from this report. 
  
9. Residents at the Heart 
  
9.1 Breaches in data security risk causing damage and/or distress to residents 

who have entrusted us with their data. This review ensures that we stress our 
commitment to taking every possible action to ensure that data breaches do 
not happen, or are quickly dealt with and rectified should they occur. 

  
10. Risk Management and Value for Money 
  
10.1 There is a significant financial and reputational risk to the Company of a Data 

Protection breach. The Information Commissioner has the authority to levy 
fines of up to £500,000. Concerning risk to the Company’s reputation, serious 
breaches are given a high profile in the media. This proposal will help to 
prevent such a breach. Offenses against the Data Protection Act (1998) can 
lead to prosecution, with no limit to the potential fine which can be imposed 
upon conviction. 

  
11. Value for Money 
  
11.1 The maintenance of a clear and easy-to-understand Policy will assist staff in 

efficiently dealing with queries, Subject Access Requests and FOI Requests. 
This saves staff time, and so saves CBH money. 

  
12. Appendices 
  
12.1 Appendix 1 – Information & Confidentiality Policy (with tracked changes).  
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Version 1.34 

October 2015September 2016 
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Building Trust • Delivering Tenant Led Services • Commitment to our Communities 

 Delivering Professional Services • Providing Value for Money 

Glossary 
 

CBH Colchester Borough Homes 

Data Subject The subject of personal data held by CBH 

Data Subject 
Access 
Request 

A request for personal information made by the Data Subject 
to which it relates. 

DMT Directors Management Team – the executive management 
team consisting of the Chief Executive and Directors of 
Housing, Property Services and Resources. 

DPA ‘98 Data Protection Act 1998 

FOI Freedom of Information 

ICO Information Commissioner’s Office 

NHF National Housing Federation 

SMT Senior Management Team 

The Act In Section 2, this refers to the Data Protection Act 1998; in 
Section 3, this refers to the Freedom of Information Act 2000. 
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1. Introduction and purpose 
This document ensures that we at Colchester Borough Homes comply with 
the current legislation and best practice guidance in the areas of Data 
Protection and Freedom of Information 
The following legislation governs how we maintain data privacy for individuals 
and make information available in the public interest: 

• Data Protection Act 1998 

• Freedom of Information Act 2000 
The above legislation has been interpreted and explained by the Information 
Commissioner’s Office (ICO) and best practice guidance can be found on the 
ICO’s website.1 Staff with queries that are not covered in the policy or 
associated procedures can should request advice from the Board Assurance 
Officer who will provide guidance or refer their questions to the ICO. 

2. Data protection 
2.1 Introduction 
In order to carry out its duties, we have to collect and use information about 
the people with whom we work: members of the public, current, past and 
prospective employees, customers, suppliers and others. In addition, we often 
have to collect and use information in order to comply with the requirements 
of Colchester Borough Council. 
We will ensure that we treat lawfully and correctly all personal information 
entrusted to us. 

2.2 Policy statement 
We fully endorse and adhere to the principles set out in the Data Protection 
Act 1998 ('the Act' in Section 2). We will therefore ensure that all employees, 
Board Members, contractors, agents, consultants, partners or anyone else 
who has access to any personal data held by us or on our behalf are fully 
aware of and abide by their duties and responsibilities under the Act. 
We will ensure that all personal data is handled properly and confidentially at 
all times, irrespective of whether it is held on paper or by electronic means.  
This includes: 

• The obtaining of personal data 

• The storage and security of personal data 

• The use of personal data 

• The disposal or destruction of personal data. 

1 www.ico.gov.uk  
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We will ensure that data subjects have appropriate access, upon written 
request, to personal information relating to them and the right to correct, 
rectify, block or erase any incorrect data. 
‘Personal data’ is defined as data relating to a living individual who can be 
identified from that data, or from that data and other information that is in the 
possession of, or is likely to come into the possession of, the data controller. 
This will include any expression of opinion about the individual and any 
indication of the intentions of the data controller or any other person in respect 
of the individual. 

2.3 Principles of data protection 
The Act sets out eight principles of data protection, which we are committed to 
upholding. Whenever collecting or handling personal and/or sensitive 
information about people, we will ensure that: 
1. Personal data is collected and used fairly and lawfully 
2. The purposes for which personal data is obtained and processed are 

specified and that data is not used for any other purpose 
3. Personal data is collected, processed and retained only when 

necessary 
4. Any data used or kept is accurate and up to date 
5. Data is disposed of properly as soon as it is no longer needed for the 

purpose specified when it was collected 
6. All personal data is processed in accordance with the rights of the 

individual concerned 
7. Appropriate security measures are taken to protect all personal data 

against damage, loss or abuse 
8. The movement of personal data is done in a lawful way, both inside 

and outside the company and that suitable safeguards exist will be 
ensured at all times. Principle eight of the DPA ’98 will be adhered to, 
although it is unlikely that personal data held by CBH will need to be 
transferred outside the European Economic Area. 

Colchester Borough Homes will only divulge personal information to a third 
party where the Data Protection Act ’98 allows such an action. This would 
include the provision of health information to emergency services in the vital 
interests of the data subject (e.g. in cases where health details are needed in 
order to prevent death or severe harm) if the subject was incapacitated and 
unable to answer. Provision of such information will be carried out in 
accordance with the DPA ’98.  

2.4 Data Subject Access Requests 
Under the terms of the Data Protection Act, every data subject has the right to 
view all of their personal data held by us, unless this is prohibited under a 
statutory exemption within the DPA ’98.  
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We recognise that requiring an individual to make a subject access request to 
a third party and reveal the result to us (‘forced subject access requests’) is a 
criminal offence and have publicised this to staff. 

2.5 Document retention schedule 

The fifth Data Protection Principle states that personal information is not to be 
kept for longer than is necessary for the purpose for which it is processed. 
Accordingly, we will introducehave introduced a Document Retention 
Procedure and Schedule to ensure compliance.  

2.6 Responsibilities 
We will ensure that: 

• Personal data held electronically is protected by the use of secure 
passwords, which are changed regularly 

• A member of staff is appointed who has specific responsibility for data 
protection 

• Any disclosure of personal data is in compliance with the law and with 
approved procedures 

• Anyone managing and handling personal information understands that 
they are legally bound to follow good data protection practice 

• Anyone managing and handling personal information is appropriately 
trained and supervised 

• Appropriate advice and guidance is available to anyone wanting to make 
enquiries about personal information held by us 

• Enquiries and requests regarding personal information are handled 
courteously and within the time limits set by the Data Protection Act ‘98 

• All Board Members are made aware of this policy and of their duties and 
responsibilities under the Data Protection Act ‘98 

• Where it is necessary to share data with outside organisations, this is done 
under a written agreement setting out what is to be shared and, how it is to 
be kept secure and committing the recipient to upholding the Data 
Protection Act ’98 with regard to the data shared with them. (see 
Information Sharing Protocol at Appendix 5). CBH will follow the statutory 
guidance issued by the ICO regarding data sharing. This guidance is 
available via the ICO’s website www.ico.org.uk. 

Managers and team leaders will ensure that: 

• Paper files and other records or documents containing personal and/or 
sensitive data are kept and disposed of securely and in line with document 
retention guidelinesthe Document Retention Procedure. 

• All staff are aware of their responsibilities under the Data Protection Act 
’98 and undertake the a full data protection training e-learning 
moduletraining session as part of the induction process. 
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• Staff working remotely from home or elsewhere are aware of the need to 
keep any company-owned equipment they use secure and prevent 
systems and data for which we are responsible being seen or used by any 
unauthorised person. 

All staff will ensure that they: 

• Complete the data protection training provided 

• Understand their responsibilities under the Data Protection Act 1998 and 
the practical implications for their role 

• Are familiar with the Data Subject Access Request procedure in order to 
advise and assist members of the public who wish to make a request. 

• Immediately forward to the Information Officer any Data Subject Access 
request received. 

• Immediately report to the Information Officer or a member of DMT any 
breach of data security of which they are aware. 

 
Our contractors, consultants, partners or other or agents must: 

• Confirm in writing that they will abide by the requirements of the Act with 
regard to information obtained from us 

• When requested, allow us to audit the protection of data held on our behalf 

• Ensure that they and all persons appointed by them who have access to 
personal data held or processed for or on our behalf are aware of this 
policy and are fully trained in their duties and responsibilities under the 
Act. 

• Indemnify us without limitation against any prosecutions, claims, 
proceedings, actions or payments of compensation or damages arising 
from the loss or misuse of data. Any breach of any provision of the Act will 
be deemed as being a breach of any contract between us and that 
individual, company, partner or firm. 

 
Information Officer 
We have appointed an Information Officer (currently the Board Assurance 
Officer), who will have overall responsibility for: 

• The provision of data protection training for our staff 

• Ensuring all Subject Access Requests are responded to within forty days 

• Developing best practice guidelines 

• Reporting any breaches to the Information Commissioner 

• Informing the Chair of the Board of any breaches reported to the 
Information Commissioner. 
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• Conducting an annual review of this policy and the practices and 
procedures pertaining to it to ensure continuing compliance with all 
relevant statutory provisions. 

2.7 Information Commissioner 
We are registered with the Information Commissioner as a data controller. 
The Act requires every data controller who is processing personal data to 
notify and renew their notification on an annual basis. Failure to do so is a 
criminal offence. Any changes to the type of data held or the purposes for 
which it is held must be notified to the Information Commissioner within 
twenty-eight days.  
The Information Officer will review the Data Protection Register with members 
of the Senior Management Team annually prior to notification to the 
Information Commissioner. 

2.8 Breaches of the Act 
Any breach of the Data Protection Act will be treated with the utmost 
seriousness and may result in formal disciplinary action against the member 
of staff responsible. 
It is imperative that any member of staff who is aware of a loss of data 
security reports it immediately to their line manager and the designated 
Information Officer in order that action can be taken to retrieve the information 
and minimise the damage. Prompt self-reporting will be taken into account as 
a mitigating factor in any investigation.  
The ICO must be notified of any serious breaches of the Act and will then 
decide whether to conduct a separate investigation. The ICO has the authority 
to levy fines of up to £500,000 for serious breaches of the Act that result in 
significant damage and/or distress. 

3. Freedom of Information  
3.1 Introduction 
The Freedom of Information (FOI) Act 2000 (‘the Act’ in Section 3) provides 
public access to information held by public authorities. It does this in two 
ways:  

• Public authorities are obliged to publish certain information about their 
activities; and  

• Members of the public are entitled to request information from public 
authorities. 

The Act covers any recorded information that is held by a public authority. 
Recorded information includes printed documents, computer files, letters, 
emails, photographs and sound or video recordings. There is no requirement 
to create new information or to find the answer to a question from a member 
of staff who may happen to know it. 
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The Act does not give people access to their own personal data (information 
about themselves). If a member of the public wants to see information that a 
public authority holds about them, they should make a subject access request 
under the Data Protection Act 1998. 

3.2 Policy statement 
We fully endorse and adhere to the principles set out in the Act.  
We will publicise the fact that people can make FOI requests and will provide 
contact details for making a request, including a named contact and phone 
number for any enquiries about the Act. 
We will respond to requests for information within twenty working days, 
informing the applicant whether any information falling within the scope of 
their request is held and providing that information if it is held, unless exempt 
under the Act. 
We will maintain a publication scheme, approved by the ICO, and proactively 
publish on our website information covered by the scheme. 

3.3 Principles of Freedom of Information 
The main principle behind FOI legislation is that people have a right to know 
about the activities of public authorities, unless there is a good reason for 
them not to. This is sometimes described as a presumption or assumption in 
favour of disclosure. It means that information should be kept private only 
when there is a good reason and it is permitted by the Act, and any refusal to 
disclose must be justified. 

3.4 Freedom of Information requests 
Anyone has the right to request information from a public authority. The 
Company has two separate duties when responding to these requests: 

• To tell the applicant whether any information is held that falls within the 
scope of their request; and 

• To provide that information. 

3.5 Publication scheme 
In order to meet the requirements of the Act, we will follow the ICO’s Model 
Publication Scheme. The purpose of this scheme is to make the maximum 
amount of information readily available at minimum inconvenience and cost to 
the public.  

3.6 Responsibilities 
Managers and Team Leaders will ensure that: 

• New staff complete the Freedom of Information training provided 

• Members of their teams are aware of the Freedom of Information & 
Confidentiality Policy and the procedure for dealing with a request 

All members of staff will ensure that they: 
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• Complete the FOI training provided 

• Are familiar with the FOI Pthis policy and FOI Request Procedure in order 
to advise and assist members of the public who wish to make a request. 

• Immediately forward any FOI request received to the Information Officer. 
The Information Officer 
We have appointed an Information Officer (currently the Board Assurance 
Officer), who will have overall responsibility for: 

• Ensuring staff have access to appropriate training, making them aware of 
the principles of the Act and their responsibilities 

• Maintaining an ICO-approved publication scheme, ensuring that all the 
information covered by the scheme is published on the website in a timely 
manner 

• Ensuring the public are made aware of their right to access information 
from us 

• Ensuring the Company meets its duties under the FOI Act in relation to 
confirming or denying whether information is held and providing requested 
information within twenty days. 

• Conducting an annual review of this policy and the practices and 
procedures pertaining to it to ensure continuing compliance with all 
relevant statutory provisions. 

3.7 Breaches of the policy 
Anybody who has deliberately contravened the Act or this policy may be dealt 
with under our Disciplinary Procedure. 
Members of staff should not be blamed in any way for rightly releasing 
information under the act, even if this causes embarrassment to our 
organisation, a member of staff, a Board member, a borough councillor or a 
third party. However, if there is the potential for embarrassment, staff should 
seek further advice from the Information Officer before releasing. 

4. Consultation 
The following groups were consulted in the preparation of this policy: 

• Senior Management Team (March 2013) 

• Finance & Audit Sub Committee (March 2013) 

• Tenant & Leaseholder Consultative Committee (April 2013) 

• Colchester Borough Homes Board (April 2013). 

5. References 
• Data Protection Act 1998 

• Freedom of Information Act 2000 
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• NHF Guide to Document Retention for Housing Associations 2013 

• Information Commissioner’s Office website: www.ico.gov.uk 

• Information Commissioner’s Office Model Publication Scheme 

6. Related documents 
This policy should be read in conjunction with the following documents: 

• Data Subject Access Request Procedure 

• Document Retention Schedule 

• Freedom of Information Request Procedure 

• CBH Publication Scheme 

• Disciplinary procedure 

• Board member code of conduct 

• Staff code of conduct. 
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Document amendment history 

Version Type Date Description 

1.0 New policy April 2013 New policy 

1.1 Minor changes Dec 2013 Moved glossary, updated 
circulation method 

1.2 Annual Review July 2014 
Added Subject Access 
Request Procedure and FOI 
Procedures as related 
documents. 

1.3 Annual Review October 
2015 

Added note about forced 
subject access requests. 

1.4 Annual Review September 
2016 

Added content to better 
explain CBH’s statutory 
obligations under DPA ’98. 
Assorted minor amendments 
to wording. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
 
DATE:  12 September 2016 
 
TIME:   5:30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 10. 
 
SUBJECT:  Code of Governance Annual Review 
 
REPORT BY: Owen Howell, Board Assurance Officer  
    01206 282518   
    owen.howell@cbhomes.org.uk 
 
 
FOR DECISION  
 
1. Decision Required 
 
1.1 Board is asked to consider the revised Code of Governance as recommended 

by G&R Committee and attached as Appendix 1. Board are also asked to 
approve a change to the Health & Safety Policy Statement to require that it is 
signed by both the Chair of the Board and by the most senior officer (e.g. the 
Chief Executive) in future. 

 
2. Principles of the Code of Governance  
 
2.1 The current CBH Code of Governance makes reference to the 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). The structure of the Code of 
Governance was revised last year and restructured to reflect these six core 
principles. More on the principles can be found via the following link: 

 
 (www.solace.org.uk/knowledge/reports_guides/goodgovernance-England-

2007-02.pdf) 
 
2.2 Board is asked to note that no structural amendments to the Code of 

Governance are being recommended at this time. Three changes to the 
content of the Code are being recommended and are detailed in Section 4 of 
this report. 

 
3. The CBH approach to the 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. 
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3.2 CBH uses 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. This framework forms 
part of Appendix 1 of the Code of Governance, ‘Principles for Key Policies.’ 
The Code (including suggested amendments) is included as Appendix 1 to 
this report and includes the ‘Principles for Key Policies.’ 

 
4. Recommended changes to the Code of Governance 
 
4.1  The following amendments are recommended for the Code of Governance 

and involve changes to the documents which form part of the Code: 
 

• Removal of the Environmental Policy 
• Inclusion of the Strategic Health & Safety Policy (in addition to the Health 

& Safety Policy Statement which is currently on the Code) 
• Inclusion of the Board Member Recruitment Policy 

 
Environmental Policy 

 
4.2 This policy is being recommended for removal from the Code of Governance 

as it does not involve legal obligations or liabilities and deals with operational 
practices and standards rather than the strategic concerns of CBH as a 
Company. It currently sits in the section of the Code covered by Principle 3 of 
the Code’s six core principles (see Appendix 1). If this change is approved, 
any future changes to this policy will be put to Operations Committee for 
approval to be sought using that Committee’s delegated powers. 

 
 Strategic Health & Safety Policy/Health & Safety Policy Statement 
 
4.3 The Strategic Health & Safety Policy sets out our commitment to maintaining a 

continual and measurable improvement to our Health & Safety performance in 
order to ensure compliance with all applicable Health & Safety legislation. 

 
 The Health & Safety Policy Statement publically states our commitments to 

fulfilling our statutory duties in this area. The commitments listed are taken 
directly from the text of the Strategic Health & Safety Policy. This document is 
currently signed annually by the most senior officer of the Company and 
details CBH’s Health & Safety aims and objectives. 

 
DECISION REQUIRED: Board is asked to consider whether the Statement 
should be signed annually by both the Chair of the Board and the Chief 
Executive/most senior officer. 
 
Best practice guidance states that this should ‘be signed by the chairman, 
managing director, chief executive, or whoever speaks for the organisation at 
the highest level and with the most authority on all matters of general 
concern.’ 
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The Health & Safety Policy Statement will continue to be presented annually 
to Board so that Members can ensure that its contents accurately reflect 
CBH’s commitments and goals in providing a safe and healthy working 
environment for staff. 
 
Board Member Recruitment Policy 
 

4.4 This is a new policy (approved by G&R Committee in January 2016) and is 
being recommended for inclusion on the Code of Governance under the 
section relating to Principle 5 (as part of ensuring Board Members’ skills and 
developing capabilities). This Policy sets out our commitments regarding the 
provision of strong governance by the Board, and our commitments to free 
and fair selection processes, ensuring Equality and Diversity considerations 
are taken into account and that the provision of training is sufficient to allow 
full participation by all Board Members in decision making and oversight. 

 
4.5 Our internal auditors Mazars have carried out the 2016 audit of Corporate 

Governance and have not recommended any changes further to those 
identified by CBH officers and detailed above. 

 
5. HR Implications 
 
5.1  The importance of Board oversight on Health & Safety management is 

significant. Thorough oversight helps to prevent workplace accidents and to 
ensure that best practice is applied and followed within the Company. 

 
6. Risk Management 
 
6.1  There is a reputational and financial risk involved with Health & Safety. If 

Board do not have clear oversight of Health & Safety management, there is an 
increased risk that Health & Safety problems may be allowed to occur, 
endangering staff and increasing the likelihood of incidents and potential 
claims against CBH (e.g. from personal injury cases to corporate 
manslaughter prosecution in the event of a fatal and gross breach of a duty of 
care). 

 
7. Health & Safety and Legal Implications 
 
7.1 The importance of Board oversight on Health & Safety management is 

detailed at 5.1 above. The clear understanding of Board being liable for this is 
of paramount importance and so any ambiguity over this should be avoided. 

 
8. Residents at the Heart  
 
8.1 The inclusion of the Board Member Recruitment Policy on the Code of 

Governance would illustrate our commitment to ensuring that the process for 
selecting Tenant Board Members is transparent and fair, and that all Board 
Members (including Tenant Members) will receive rigorous professional 
training and briefings to enable them to carry out their duties. 

 
 The inclusion of key documents on the Code of Governance aids us in our 

efforts to show the public how we operate in the best interests of residents. 
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9. Equality & Diversity Implications 
  
9.1 As stated at 4.4, the inclusion of a codified Board Member Recruitment Policy 

on the Code of Governance exemplifies our commitment to consider E&D 
issues. 

 
10. Value for Money and Financial Implications 
  
10.1 The removal of documents which do not require inclusion on the Code has a 

positive financial implication. Each item which goes to Board has a cost for 
CBH in terms of officer time and resources taken in preparing reports, and the 
additional costs incurred as a result of printing Board papers. 

 
11. Appendices 
 
11.1  Appendix 1 – Code of Governance (updated and transferred into the current 

template for CBH corporate documents). 
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Item 10 Appendix 1 

Glossary 

Business 
Opportunites 
Panel 

A Panel which examines potential trading opportunities. The majority of 
Members of this panel are serving Board Members. Sometimes referred 
to as ‘BOP.’ 

CIPFA Chartered Institute of Public Finance and Accountancy. A professional 
institute for accountants working in the public sector. 

Finance & 
Audit 
Committee 

An official Board Committee which chiefly scrutinizes issues regarding 
the finances of Colchester Borough Homes, as well as monitoring the 
Company Strategic Risk Register. Possesses delegated powers to make 
certain decisions within these fields. Sometimes referred to as ‘F&A.’  

Governance & 
Remuneration 
Committee 

An official Board Committee which chiefly scrutinizes governance and 
HR issues. Possesses delegated powers to make certain decisions 
within these fields. Sometimes referred to as ‘G&R.’ 

Key 
Performance 
Indicators 
(KPIs) 

The set of quantifiable measures which the Company uses to gauge and 
compare performance in meeting strategic and operational goals and 
standards. These are also used to compare our performance with that of 
other housing providers. 

Memorandum 
and Articles of 
Association 

The Constitution of Colchester Borough Homes, detailing the 
responsibilities and powers of Board Members, the obligations and 
powers of the Company and the objects of the Company. 

Operations 
Committee 

An official Board Committee which chiefly scrutinizes operational matters 
within the Company and monitors performance measured against KPIs. 
Possesses delegated powers to make certain decisions within these 
fields. Sometimes referred to as ‘Ops.’ 

Scheme of 
Delegation 

A document detailing where responsibilities and/or authority for 
authorizing certain actions lie within an organization. 

SOLACE Society of Local Authority Chief Executives and Senior Managers. A 
representative body for senior managers working within local 
government. 
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Item 10 Appendix 1 

1. Introduction & purpose 

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. 

Approved by Board 29 April 2015 
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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 
 
All documents within this Code of Governance are reserved for the 
approval of the full Board of Colchester Borough Homes. Appendix 1 sets 
out the principles that will be applied to determine the approval route for a 
policy or strategy that is not within this Code. 
 
For further information on Colchester Borough Homes’ Good Governance 
arrangements, please contact: 
 
Owen Howell 
Board Assurance 
Officer Colchester 
Borough Homes 
Rowan House, 33 
Sheepen Road 
Colchester CO3 
3WG 
  (01206) 282518 
  owen.howell@cbhomes.org.uk 
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2. Code of Governance 
 

Principle Sub-principles CBH Documents 

Principle 1 
Focusing on the purpose 
of the Company and on 
outcomes for the 
community, creating and 
implementing a vision for 
the local area. 

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

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

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

• Medium Term Delivery Plan 
• Annual Report 
• Contract Procedure Rules 
• Standing Financial Instructions 
• Asset Management Strategy 
• Trading Protocol 
• Trading Strategy 

Principle 2 
Relating to board 
members and staff of the 
Company working 
together to achieve a 
common purpose with 
clearly defined functions 
and roles. 

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

• Strategic Scheme of Delegation 
• Operational Scheme of Delegation 
• Memorandum & Articles of Association 
• Management Agreement 

Approved by Board 29 April 2015 
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Principle Sub-principles CBH Documents 

Principle 3 
Ensuring the promotion 
of the values of the 
Company, 
demonstrating the 
values of good 
governance by 
upholding high 
standards of conduct 
and behavior. 

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

• Ensuring organisational values are put into practice and are 
effective. 

• Board Member Code of Conduct 
• Board Member Expenses Scheme 
• Board Member Register of Interests 
• Equality Strategy 
• Hospitality & Gifts Policy 
• Staff Code of Conduct 
• Business Opportunities Panel Terms of 

Reference 
• Finance & Audit Committee Terms of 

Reference 
• Governance & Remuneration Committee 

Terms of Reference 
• Operations Committee Terms of Reference 
• Environmental Strategy 
• Value for Money Strategy 

Principle 4 
How we take informed 
and transparent 
decisions which are 
subject to effective 
scrutiny, and how we 
manage risk. 

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

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

• Ensuring that an effective risk management system is in 
place. 

• Anti-Fraud & Corruption Policy & Procedure 
• Risk Management Policy & Strategy 
• Whistleblowing Policy 
• Safeguarding Policy 
• Strategic Health & Safety Policy 
• Health & Safety Policy Statement 

Approved by Board 29 April 2015 
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Principle Sub-principles CBH Documents 

Principle 5 
The ways we develop 
the capacity and 
capability of board 
members and staff to be 
effective. 

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

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

• 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. 

• Board Member Recruitment Policy 

Principle 6 
How we engage with 
local people and other 
stakeholders to ensure 
robust public 
accountability. 

• Exercising leadership through robust scrutiny functions 
which effectively engage residents and local institutional 
stakeholders, including partnerships, and develop 
constructive accountability relationships. 

• Taking an active and planned approach to dialogue with and 
accountability to the public to ensure effective and appropriate 
service delivery whether directly by the Company,                 
in partnership, or by commissioning. 

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

• HR Strategy 
• Information & Confidentiality Policy 
• Communication Strategy 
• Complaints Policy 
• Customer Service Strategy 
• Resident Involvement Strategy 
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3. Consultation  

Extensive consultation with DMT and SMT. The Institute of Directors and Health & Safety Executive were consulted with regard to Health & 
Safety best practice and liability. G&R Committee examined the draft of this Code and recommended the updated Code to Board for approval as 
it appears here. 

4. References  

Document was produced and amended in line with the SOLACE / CIPFA Good Governance Framework (2007). 

5. Related documents 

All documents included within the Code of Governance. These can be found on the CBH website. 

Approved by Board 29 April 2015 
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6. 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 

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

 
Operational 

 
Strategic 

 

In addition, where a policy or strategy exposes non-executive directors to 
legal liabilities, it must be brought to full board Board for approval. If there 
is any doubt over whether a policy should be brought to boardBoard, the 
final decision rests with the Chair of the Board. 

 

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. 

Approved by Board 29 April 2015 
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Document control sheet 

Title:  Code of Governance 

Electronic File 
Name & location:  

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

Consultation with 
stakeholders:  

DMT and Service Development Manager in February 
2016  
G&R Committee in April 2016 and July 2016 
Board in September 2016 

Approved:  CBH Board in September 2016 

Next Review date: September 2017 

Circulation 
method:  
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Document amendment history 

Version  Type  Date Notes 

1.0 New Oct 
2006 

Code created. 

2.0 Major 
revision 

April 
2012 

New format. Tightening up of content to 
remove unnecessary sections. Listing of 
key corporate documents.  

2.1 Minor 
revision 

April 
2014 

Updating of key document names and other 
details. 

2.2 Major 
revision 

April 
2015 

Major changes: Statement of key principles 
from SOLACE/CIPFA Good Governance 
Framework, plus sub-principles. Key 
corporate documents matched to principles. 
Procedure for deciding if policies not within 
the Code go to Board. 

2.3 Minor 
revision 

Sept 
2016 

Two additions and one deletion of 
corporate documents included on the Code. 
Code put into current corporate format. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 11 
 
SUBJECT:  Board Member Code of Conduct 
 
REPORT BY: Owen Howell, Board Assurance Officer 
    (01206) 282518 
     owen.howell@cbhomes.org.uk 
 
FOR DECISION 
 
1. Decision Required 
  
1.1 Members are invited to consider the Board Member Code of Conduct and 

approve amendments as listed in this report and recommended by G&R 
Committee on 7 July 2016. 

  
2. Background 
  
2.1 The Code of Governance, adopted by the Board on 18 April 2012, lists ‘Code 

of Conduct (Board Members) among the key documents for the company.  
  
2.2 The Code of Conduct was created and approved by Board in September 2013 

and is now due to return to Board (via G&R Committee) for review.  
  
2.3 The Code of Conduct sets out how the core values and principles of the 

Company function at Board level and advises Board Members on how best to 
represent and balance the interests of the Company, tenants and staff. It 
applies these values and principles to specific situations and defines a 
common standard of behaviour.  

  
3. Code of Conduct for Board Members 
  
3.1 The following amendments are being recommended to Board for approval: 
  
3.2 At the end of Section 2.1, the addition of the following sentence: 

 
These principles are to be reinforced and covered by the Board Member 
appraisal process (shown for reference at Appendix 6) 
 
Also, the addition of the aforementioned Appendix 6, detailing how the 
appraisal process relates to the Board Members’ Code of Conduct and 
showing the appraisal forms. 
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3.3 The amendment of 2.4(c) to read: 

 
[Board Members are expected to] communicate to the Chair of the meeting in 
question or the Board Assurance Officer any significant objections to a 
report’s recommendations if the Board Member is unable to attend the 
particular meeting; and 
 

  
3.4 The insertion of a new penultimate paragraph under 2.5, to read: 

 
All carers/individuals providing support must sign a carer’s confidentiality 
agreement (this can be found as Appendix 5) prior to attending their first 
confidential Board or Committee meeting. This commits that person to 
maintaining the confidential nature of confidential meeting sessions and their 
contents. Copies of this agreement can be obtained from the Board 
Assurance Officer A completed confidentiality agreement must be received by 
the Board Assurance Officer prior to the carer attending any confidential 
meetings. 
 
Further to this, the addition of new Appendix 5 (carer’s confidentiality form). 

  
3.5 At the end of Section 2.11, the addition of the following paragraph: 

 
The Board Assurance Officer will conduct an annual review of Members’ 
interests in order to ensure that changes to interests are communicated and 
recorded. 
 
This action already takes place, and noting this in the Code will help to ensure 
that Members understand that the Register of Interests is a live document and 
is monitored. 

  
3.6 At the end of the first paragraph of Section 2.12, the addition of the following 

sentence: 
 
All such declarations should be formally minuted, including the 
Board’s/Committee’s decisions as to whether to the Member may remain 
present or vote on the item for which an interest has been declared. 
 
This will clarify that all declarations and subsequent Board decisions regarding 
how to proceed are to be formally recorded. 

  
3.7 Members are invited to comment on or suggest changes to other areas of the 

Code. 
  
4. Financial Implications 
  
4.1 There are no direct financial implications to this report. However, a robust 

Code of Conduct that is followed by Board Members is an important measure 
towards ensuring the good reputation of the Company with trading partners 
and stakeholders. 
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5. HR Implications 
  
5.1 The Code contains a clear disciplinary procedure for investigating and 

resolving allegations of breaching the Code that are made against Board 
members. 

  
6. Legal Implications 
  
6.1 There are no direct legal implications to this report. However, following the 

Code of Conduct will ensure that Board Members act in accordance with the 
duties laid down in the Companies Act 2006 and other legislation.  

  
7. Health & Safety Implications 
  
7.1 There are no direct Health & Safety implications to this report. 
  
8. Equality & Diversity Implications 
  
8.1 An Equality Impact Assessment was carried out by the Board Assurance 

Officer in 2013. As changes suggested for this review are minor in nature, 
there is no need to carry out another Assessment unless more 
comprehensive changes are proposed. 

  
9. Residents at the Heart 
  
9.1 The Tenant & Leaseholder Consultative Committee were consulted and their 

suggestions have been incorporated into the Code. 
  
10. Risk Implications 
  
10.1 There are reputational, operational and financial risks associated with non-

compliance with the Code. Non-compliance damages the Board’s ability to 
provide effective oversight and direction for CBH and potentially risks 
damaging the Company’s reputation with tenants, partners and staff. 

  
11. Value for Money 
  
11.1 An effective Board which adheres to the Code of Conduct is best placed to 

ensure that CBH obtains good value for money from its spending and 
investments. 

  
12. Appendices 
  
12.1 Appendix 1: Board Members’ Code of Conduct (including tracked changes). 
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Board Members’ Code of 
Conduct 

Author:  Owen Howell, Board Assurance Officer 

Version 1.1 

Date September 2016 

Item 11 Appendix 1
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Glossary 

 
 

Term Explanation 

Committee on Standards in 
Public Life 

An advisory body established in 
October 1994 by the Prime Minister in 
response to concerns about some 
politicians’ unethical conduct. 

Elected Member Borough Councillor or County Councillor. 

Leaseholder A person who owns the lease of a 
residential property where the 
freehold belongs to the Council. 

Memorandum & Articles of 
Association 

A document that defines the powers of 
the Company (Memorandum) and 
forms the company's constitution, 
defines the responsibilities of the 
directors, the kind of business to be 
undertaken and the means by which 
the shareholder exerts control over 
the board of directors (Articles). 

Resident Anyone who resides in the Borough of 
Colchester, including tenants and 
leaseholders of the Council. 

Tenant A person who occupies a residential 
property belonging to the Council 
under a tenancy agreement. 

Tenant Board Member A tenant or leaseholder appointed to the 
Board of the Company following a 
selection process. 

The Board A group of individuals responsible for 
setting the strategic direction and 
monitoring the performance of the 
Company. The Board consists of four 
Council Board Members, four 
Independent Board Members and four 
Tenant Board Members. 

The Company Colchester Borough Homes Ltd 

The Council Colchester Borough Council 

The Local Authority Colchester Borough Council 
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1. Introduction & purpose 
 
1.1 The Board is responsible for directing the affairs of the Company 

and for safeguarding its values and good name. It has responsibility 
for providing property management services to a large number of 
people and for stewarding large sums of public funds. The Board’s 
effectiveness is critical to the success of the organisation, and the 
behaviour of individual Board Members is a major factor in the 
effectiveness of the Board. 

 
1.2 The Board leads by example, promoting and upholding values and 

standards of behaviour for the whole organisation. Individual Board 
Member behaviour has a significant influence on the reputation of 
the organisation, the confidence and trust that residents and other 
stakeholders have in it, and the working relationships and morale 
within it. 

 
1.3 Board Members come from all walks of life and from different 

cultural and ethnic backgrounds. A Code of Conduct defines a 
common standard of behaviour, setting out the rules for how Board 
Members are expected to behave both towards each other and 
when carrying out duties on behalf of the Board. 

 
1.4 The rules of conduct set out in this Code are important for the 

following reasons: 

(a) having an agreed way of behaving towards each other and 
working together can help the Board to conduct its business 
efficiently and effectively, particularly when there are difficult 
issues to tackle; 

(b) the Code gives Board Members guidance on what is 
expected of them in a range of different situations, helping 
new Members to become confident in their role; 

(c) an agreed set of rules enables the Board to deal impartially 
and effectively with any incident of inappropriate behaviour 
by one of its members; and 

 
(d) a written Code helps the Board to fulfil its commitment to 

conducting its business in an open and accountable way, with 
clear policies and procedures. 

 
1.5 The Statement of Responsibilities of Board Members, which all 

Board Members agree in writing to keep, states that members 
must observe these responsibilities whenever they: 

(a) conduct the business of the Company; 

(b) conduct the business of the office to which they have been 
nominated, elected or appointed; or 

(c) act as a representative of the Company. 
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2. Content 
 

2.1 Guiding Principles 
 
Where Board Members face situations for which the Code of Conduct contains 
no specific guidance, they should be guided by the underlying principles 
supporting this Code. These guiding principles are derived from the seven 
principles for the conduct of people in public life established by the Committee 
on Standards in Public Life. Known as the ‘Nolan Principles’, they are: 

• Selflessness: Board Members should take decisions solely in 
terms of the Company’s values and objectives. They should not 
do so in order to gain financial or other benefits for themselves, 
their family or their friends. 

• Integrity: Board Members should not place themselves under 
any financial or other obligation to outside individuals or 
organisations that might, or might be perceived, to influence 
them in the performance of their official duties. 

• Objectivity: In carrying out Board business, including making 
appointments and awarding contracts, Board members should 
make choices on merit alone. 

• Accountability: Board Members are accountable for their 
decisions and actions to residents, the Local Authority and 
other stakeholders, and must submit themselves to all 
appropriate scrutiny. 

• Openness: Board Members should be as open as possible 
about all the decisions and actions they take. They should give 
reasons for their decisions and restrict information only when 
individual or commercial confidentiality clearly demands it. 

• Honesty: Board Members have a duty to declare any private 
interests relating to their public duties and to take steps to 
resolve any conflicts arising in a way that is lawful and protects 
the Company’s reputation, values and objectives. 

• Leadership: Board Members should promote and support 
these principles by leadership and example. 

 
These principles are to be reinforced and covered by the Board Member 
appraisal process (shown for reference at Appendix 6) 

2.2 General Duties 
 
Under the Companies Act 2006, each Board Member has a duty to “act in the 
way he considers, in good faith, would be most likely to promote the success of 
the Company for the benefit of its members as a whole.” Therefore, the primary 
responsibility of Board Members is to act in the best interests of Colchester 
Borough Homes. 
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Board Members must uphold the integrity of the Company at all times. Board 
Members should consider themselves ambassadors for the Company and must 
not become involved in or be seen to endorse any activity that may bring the 
Company into disrepute. This includes, but is not limited to, illegal, immoral, 
racist or other discriminatory activity. 
 
Board Members must uphold and promote the Company’s Values and 
Behaviours, which have been agreed by the Board (see Appendices 1 and 2). 
 
In addition, Board Members must: 
 

a) keep personal political activities separate from the Company’s business; 
b) act in line with the Company’s rules when using or authorising other 

people to use the Company’s resources, and make sure that these 
resources are not used for political or personal purposes; and 

c) be familiar with documents that define the role of the Board and Board 
Members and associated procedures. These documents are: 

• Memorandum & Articles of Association 
• Committee terms of reference 
• Statement of Responsibilities of Board Members 
• Code of Conduct for Board Members 

 
Board Members must not: 
 

a) do anything that compromises or that is likely to compromise the 
impartiality of those who work for the Company or on its behalf; 

b) make public any information given to them in confidence by anyone, or 
information which they believe to be confidential, without the permission 
of a person authorised to give it, or unless they must do so by law; 

c) prevent another person from gaining access to information to which that 
person is entitled by law; 

d) unreasonably put themselves forward as a representative of the 
Company and its views; 

e) use their position to secure an advantage or disadvantage for themselves 
or someone else; 
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f) normally use for personal or private business any of  the Company’s 
professional advisors or suppliers of goods or services1. This is to avoid 
any suspicion that a supplier may give or receive favourable treatment. 
Where it is unavoidable, the Board Member must inform the Board 
Assurance Officer and confirm that no financial advantage will be 
secured as a result of their relationship with the Company; or use the 
facilities and equipment provided by the Company (eg, telephones, 
postage, and administrative support) for activities unconnected with their 
responsibilities as a Board Member. Where some limited personal usage 
is allowed, for example of Company telephones and computers, 
members must ensure that the equipment is not used for any illegal, 
immoral or otherwise inappropriate purpose. 

All Board information acquired during the Board Member’s appointment is 
confidential to the Company and should not be released to a third party, either 
during the appointment or later, without the prior consent of the Chair. 
 
If a Board Member, member of staff, resident or member of the public 
reasonably believes that a Board Member has failed to keep to the Code of 
Conduct, they should report this to the Chair of the Board or the Board 
Assurance Officer as soon as possible. This will be investigated in accordance 
with the terms of the Disciplinary Procedure (see Appendix 4). 
  

1 This does not include the purchase of standard goods and services at the rate available to 
any member of the public (eg, buying office supplies from Staples). However, care should be 
taken when entering into a personal contract at a negotiated rate (eg, procuring legal advice 
or home repairs). 
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2.3 Attendance at Board Meetings 
 
Board Members are expected to: 

a) make every effort to attend Board meetings, the Annual General 
Meeting and any meetings of Committees of which they are a part; 

b) ensure that the Board Assurance Officer receives their apologies if 
they are unable to attend a meeting; 

c) discuss with the Chair or Chief Executive if circumstances 
arise in which they will be unable to attend regularly; 

d) arrive promptly for the start of the meeting; and 
e) dress appropriately for Board and Committee meetings. 

 
The Articles of Association specify that less than 40% attendance at Board 
meetings will lead to the disqualification of the Board Member should Members 
resolve his or her office be vacated. However, less than 60% attendance within 
a 12-month period will result in a meeting with the Chair of the Board to discuss 
continued involvement. 

2.4 Preparation for Meetings 
 
Board Members are expected to: 

a) read Board reports in advance and be sure that they understand 
their contents and the decisions they are being asked to take; 

b) contact the Board Assurance Officer or other designated member 
of the senior staff team in advance of the meeting if there is a need 
for clarification on particular issues or reports or there are aspects 
of a report or issues on which the member has significant concern; 

c) communicate to the Chair of the meeting in question or the 
Board Assurance Officer any significant objections to a report’s 
recommendations if the Board Member is unable to attend the 
particular meeting; and 

d) come to the meeting with all relevant papers and any other 
necessary materials. 
 

2.5 Meeting Conduct 
 
Board Members are expected to: 

a) observe the rules of good meeting behaviour. These are summarised in 
Appendix 3; 

b) contribute to discussion and share responsibility for the Board’s 
decisions. The decision making process is a corporate one. This means 
that even if a member is unhappy with a decision, provided it has been 
properly considered by the Board as a whole all members should stand 
by that decision and not undermine it. 
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c) when reaching decisions, take account of any relevant advice given by 

the Company’s finance officer, legal adviser and Board Assurance 
Officer. 

d) always act in the best interests of the Company. Board Members should 
not be lobbyists, campaigners or advocates for any particular group when 
acting in their capacity as Directors of the Company. 

e) declare an interest if the Board discusses an item that poses a conflict of 
interest to the individual Board member, or which others might perceive 
as a conflict of interest. This would be minuted and the member should 
offer to withdraw from the meeting. If invited to remain, the member 
should refrain from voting on the matter. (Please see Section 11 below 
for more guidance on declaring an interest). 

f) act as a ‘critical questioner’. This does not imply a lack of trust in the staff 
of the Company. 

g) not accept an answer unless it is clear. 
h) not be afraid to say that they do not understand something. 
i) not be afraid to have a different view from other members (whilst being 

mindful, as per item (b) above, that the decision-making process is a 
corporate one). 

j) support and promote the performance culture of the Company. A 
‘performance culture’ is one in which: 

i. there is a strong focus on performance and a real desire to improve 

ii. there is a can-do culture inspired by strong leadership 

iii. service users are at the heart of everything 

iv. constructive challenge and open debate are the norm 

v. the emphasis is on finding solutions and getting things right in the 
future, not criticising past behaviour and apportioning blame 

vi. poor performance is tackled, and achievements & successes are 
celebrated 

vii. assessments are made on fact and evidence, using good quality 
information, advice and support 

viii. external comparison and challenge is invited 

ix. stakeholders' views are sought and listened to
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There may be occasions on which a Board Member needs to be accompanied 
at a Board meeting by a carer or other person providing personal support. 
Although it may be appropriate for a carer or other support person to sit 
alongside the Board Member at the meeting, they play no part in the meeting. It 
is the responsibility of the Board member to ensure that their carer understands, 
and complies with, the standard of conduct expected of them at the meeting. 
 
All carers/individuals providing support must sign a carer’s confidentiality 
agreement (this can be found as Appendix 5) prior to attending their first 
confidential Board or Committee meeting. This commits that person to 
maintaining the confidential nature of confidential meeting sessions and their 
contents. Copies of this agreement can be obtained from the Board Assurance 
Officer.  A completed confidentiality agreement must be received by the Board 
Assurance Officer prior to the carer attending any confidential meetings. 
 
If a Board Member has concerns about the way in which meetings are 
conducted or chaired, he or she should raise their concerns with the Chair 
and/or the Board Assurance Officer. 
 

2.6 Relationship with Staff 
 
Board Members are expected to: 

a) work with staff in a co-operative way. Board Members have a duty of 
loyalty and support towards the staff of the company and this should be 
reflected in a constructive, professional relationship. In the unlikely event 
of a serious difficulty with an individual staff member, the problem should 
be discussed in confidence with an Executive Director or the Chair; 

b) ensure that they do not stray beyond their role as Board Member and 
become involved in operational matters, which are the responsibility of 
the Company’s paid staff; 

c) be sensitive to the relationship between senior and more junior staff, 
being careful not to appear to undermine the authority of the senior 
officer; 

d) regard the Board Assurance Officer, the Directors’ Management Team 
and the Senior Management Team as their main points of contact within 
the staff team. Board Members should rarely have a need to contact a 
more junior member of staff. Tenant Board Members should follow the 
Company’s normal procedures and contact points for any matter 
concerning their tenancy, such as requesting a repair. 

e) be sensitive to the workload and duties of staff, especially when spending 
unscheduled time at one of the offices. Wherever possible, meetings with 
staff should be booked in advance. 

f) avoid personal familiarity with members of staff. A close relationship with 
individual members of staff may affect the Board Member’s ability to fulfil 
his or her responsibilities. 
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2.7 Relationship with Residents 
 
Board Members are expected to: 

a) Ensure that any personal relationship with a resident does not 
conflict with their responsibilities as a Board Member; 

b) be courteous and considerate at all times in their dealings 
with residents; 

c) not invite or influence a resident to make a will or trust under 
which they are named as executor, trustee or beneficiary. 

 

2.8 Continuous Improvement 
 
Board Members are expected to: 

a) lead by example in demonstrating a commitment to continuous 
improvement by taking an active part in Board annual review 
exercises; 

b) take responsibility for their own training and development as a 
Board Member, attending training sessions as arranged and 
participating fully in Board development programmes and Board 
away days. The Board Assurance Officer will be happy to give 
advice on relevant training events and activities and to make 
travel arrangements. 

c) read background briefings, articles in the housing press and other 
publications so that they are informed about the context in which 
the Company operates. 

2.9 Representing the Company 
 
Board Members will represent the Company at events from time to time. This 
may include attending conferences, awards ceremonies, scheme openings, 
resident events or staff events. In doing so, the Board Member is an 
ambassador for the Company and has a responsibility to uphold and promote 
the values, behaviours, objectives and policies of the Company. 
 
In representing the Company, particularly at social events, the Board Member 
needs to be mindful that their behaviour and general demeanour will be 
scrutinised and will reflect on the Company. 
 

2.10 Registering and Declaring Interests 
 
Board Members have a duty to act, and to be seen to act, only in the best 
interests of the Company and not: 

a) on behalf of any constituency or interest group; 
b) for any personal interest or benefit; or 
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c) for the interest or benefit of friends or relatives. 
 
Board Members must make sure, therefore, that all relevant interests are 
declared. This places two specific obligations on Board Members. The first is to 
register his or her financial and non-financial interests within 28 days of 
appointment and to keep the register up to date (see Section 2.11 below). The 
second obligation is to make it known where an item of business arises in which 
he or she, or a friend or relative, has an interest (see Section 2.12 below). 
 
For the purposes of this document, ‘relative’ means any family member or 
individual with whom you have an ongoing personal relationship. 
 
Relevant interests take many forms. Some of the usual ones are: 

• employment, ownership or significant shareholding in a company 
or partnership providing products or services to the local authority 
or social housing sectors 

• significant ownership of land and/or property in the area of 
operation of the Company 

• tenancy or leasehold interest of a property managed by the 
Company 

• membership of a campaigning, residents’ or community 
organisation which has interests in the business and/or operation 
of the Company 

• membership of a public body or other ‘not for profit’ body with 
interests in the area of operation of the Company 

2.11 Registering Board members’ interests 
 
Within 28 days of being appointed, the Board Member must register his or her 
financial interests by giving the Board Assurance Officer written notice of the 
following: 

a) All bodies trading in which they have an interest as: 

• a director or senior employee 

• a member or partner of a firm 

• the owner or controller of more than 2% of the issued share capital in a 
company. 

b) All interests as an official or elected member of any statutory body 
c) All interests as the owner or occupier of any property owned or managed 

by the Company 
d) Any other significant or material interest, which may include: 

• involvement (voluntary or paid) with any local or national organisations 
or bodies (eg, tenants’ associations, pressure groups, charities) 
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• any other interests that could be thought to influence you in your role 
as a Board Member. 

Within 28 days of becoming aware of any change(s) to the interests set out 
above, the Board Member must give the Board Assurance Officer written notice 
of that change. 
 
When changes occur in either their own interests or those of a friend or relative 
that give rise to a potentially serious or continuing conflict with the interests of 
the Company, the Board Member should review, and discuss with the Chair, 
their continuing membership of the Board. 
 
Board Members must not knowingly and privately employ any Company 
contractors without first getting the Board Assurance Officer’s advice and 
registering with the Board Assurance Officer the type and value of that contract 
(see footnote, page 7). 
 
The Board Assurance Officer will conduct an annual review of Members’ 
interests in order to ensure that changes to interests are communicated and 
recorded. 

2.12 Making interests known to the Board 
 
Board Members must ensure that where an item of business arises in which 
they, or a friend or relative, have an interest – whether or not already entered in 
the register – this is declared. There will be an item at the beginning of each 
agenda to give Members the opportunity to declare any interests. There may be 
the rare occasion when a Board Member’s interest in a particular item only 
becomes apparent when the item is under consideration. In such a case, the 
member should declare his or her interest as soon as the interest becomes 
apparent. All such declarations should be formally minuted, including the 
Board’s/Committee’s decisions as to whether to the Member may remain present 
or vote on the item for which an interest has been declared. 
 
Provided the interest has been properly disclosed (as per Section 2.10 above) 
and minuted, the Board Member may remain present during the discussion and 
may vote on the matter under discussion where the interest arises if: 

a) the Board Member is a tenant or leaseholder, so long as the 
matter in question affects all or a substantial group of tenants or 
leaseholders respectively 

b) the Board Member is a director or other officer of a company 
or body that is a parent, subsidiary or associate of the 
Company, or 

c) the Board Member is an official or elected member of a statutory 
body 

Unless the interest is of the type specified in paragraph above, the Board 
Member concerned should not remain present during the discussion of that item 
unless requested to do so by the remaining Members of the Board. If so 
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requested, the Board Member may remain but may not vote on the matter in 
question. 
 
Where such a conflict of interest is likely to recur on a frequent basis, the Board 
Member should discuss with the Chair the practicality of continuing on the 
Board. 
 
Board Members who reside in a property managed by the Company should 
regard matters specifically concerning their individual circumstances as a clear 
and substantial conflict. Matters affecting residents more generally need to be 
declared only where they create a specific conflict of interest. 
 
Board Members who serve on the Board as nominees of Colchester Borough 
Council should not regard such a nomination as a declarable interest in itself, 
although a more direct interest (for example, if a proposed development were in 
a councillor’s own ward) should be declared. 
 
‘Interests’, for the purposes of this Code, does not include gifts, hospitality, etc. 
These are covered separately under Section 2.13 below. 

2.13 Gifts and Hospitality 
 
Board members must avoid accepting gifts, except for small gifts of nominal 
value, such as a diary, a key ring, or a box of chocolates. Other gifts received 
should be recorded as soon as possible in the register held by the Board 
Assurance Officer and used for the benefit of the Company, for example as a 
raffle prize. 
 
Under no circumstances should personal gifts be solicited or gifts of cash be 
accepted. 
 
Board Members must avoid accepting lavish or repeated hospitality. Occasional 
and modest hospitality is allowed with the Chair’s approval. Hospitality must 
always be recorded as soon as possible in the register held by the Board 
Assurance Officer. 

3. Consultation  
 
The principles behind the Code of Conduct were first discussed by the Human 
Resources and Governance Sub Committee on 24 January 2013, and the Code 
was drafted on the basis of their recommendations. 
 
The Tenant and Leaseholder Consultative Committee reviewed the draft Code of 
Conduct at the meeting on 9 April 2013. Their suggestions were incorporated 
into the Code before it was taken to the Board. 
 
The draft Code of Conduct was discussed by the Board at the meeting on 29 
April. The Board recommended that the final version be taken back to the 
Human Resources & Governance Sub Committee before being brought back to 
Board for final approval. 
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The final Code of Conduct was considered by the HR and Governance Sub 
Committee on 25 July 2013 and recommended to the Board for approval. 
 
The Tenant & Leaseholder Consultative Committee reviewed the final Code of 
Conduct at the meeting on 2 September 2013. 
 
Board discussed and approved the final Code of Conduct at their meeting held on 
10 September 2013. 

4. References  
 
The following documents were consulted in the drafting of the Code of Conduct: 

• The Companies Act 2006 
• The ‘Nolan Principles’ (1995) 
• Bolton At Home Code of Conduct (May 2013) 
• Homes For Haringey Code of Conduct (Sept 2010) 

 
 

5. Related Documents 
 
The following Colchester Borough Homes’ documents relate to the Code of 
Conduct: 

• Articles of Association 
• Board Members’ Expenses Scheme 
• Committee Terms of Reference 
• Company Values 
• Hospitality and Gifts Policy 
• Organisational Behaviours 
• Statement of Responsibilities of Board Members 
• Companies Act 2006 
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Appendix 1 – Company Values 
 

1. Building trust 
We will work with you to build trust in our services. 

 
2. Delivering tenant-led services 

We will work with you to improve what we do, and promote fair and equal 
services for all. 

 
3. Commitment to our communities 

We will offer you services you can rely on, which respect the needs of the 
community and individuals. 

 
4. Delivering professional services 

Our staff are highly trained to enable you to receive a knowledgeable 
response. 

 
5. Providing value for money 

In everything we do. 
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Appendix 2 – Organisational Behaviours 
 

1. Respect 
Treating everyone as they would wish to be treated, so they feel valued 
and their needs respected in the most appropriate way. Diversity is an 
asset to the team and the organisation. 

 
2. Consistency 

A consistent approach is taken when we make decisions or give advice 
within the boundaries of current legislation and guidance, ensuring equity. 

 
3. Ownership and Empowerment 

Taking responsibility for your work from start to finish. 
 

Management give staff at all levels the freedom to make decisions when 
appropriate and able to do so, supporting them through the process. 
Whenever possible, communication is with the most appropriate person 
to take forward the task. 

 
4. Honesty and Integrity 

Building trust within our organisation and the community in which we 
work, through honest and open communication. 

 
5. Organisational Loyalty 

Understanding that we are all ambassadors of Colchester Borough 
Homes and it is our responsibility to act with professionalism at all times. 

 
6. Self-Development 

Taking the initiative to access learning and development opportunities 
and keeping up to date with new legislation, rules and processes to 
ensure we provide correct and appropriate information to our customers 
and colleagues. 
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Appendix 3 – Good meeting behaviour 

 
The following outlines the expected behaviour during meetings. Members 
should: 
 

• switch off or silence mobile phones and not use them for non- meeting 
business during the meeting (occasional exceptions to this rule should be 
cleared with the Chair before the meeting begins) 

• start meetings on time 

• follow the agenda and keep to time 

• be courteous to each other, allowing one other the opportunity to speak 
and comment 

• listen to each other and respect others’ views 

• make any points or ask any questions clearly, always using the 
microphone if provided 

• ensure that only one person is speaking at a time and not talk across 
other members 

• keep contributions brief and to the point 

• avoid jargon or explain what it means 

• co-operate with the Chair in the conduct of the meeting 

• raise a hand to speak and go through the Chair, who will encourage all 
members to participate. The Chair’s ruling on who may or may not speak 
and on other ‘points of order’ is final. At the end of each item, the Chair 
will remind the meeting of the decision that has been reached 

• not use offensive, provocative, abusive or racist language 

• not use any aggressive or discourteous tone of voice or body language 

• not make personal remarks 

• not use threatening behaviour or violence or otherwise disrupt the 
meeting 
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Appendix 4 – Disciplinary procedure 
 

1. A complaint about a Board Member must be made in writing to the Board 
Assurance Officer, who will inform the Chair of the Board (or a Vice Chair 
if the complaint is about the Chair) and Chief Executive. The Board 
member will also be informed that a complaint has been made about 
them. 

2. A complaint about a Board Member who is a Councillor may constitute a 
breach of Colchester Borough Council’s Code of Conduct. In the first 
instance, the Company will refer any such complaints to the Council’s 
Monitoring Officer and will not undertake its own investigation until 
notified of the outcome of the Council’s investigation. 

3. The Chair and Vice Chair may decide to suspend the Board Member 
from the Board as a precautionary measure pending the outcome of any 
investigation, in accordance with Article 19 of the Articles of Association.1 
This should only be considered in cases where the continued 
involvement of the Board member could: 

• Damage the Company’s reputation 
• Involve material financial detriment to the Company 
• Give rise to claims against the Company or Colchester Borough 

Council 

A Board Member who has been suspended shall take no further part in 
the Company’s business. Referring the matter to the Council should not 
prevent or delay the suspension of the Board Member. 

4. If section 2 does not apply or has been completed, a preliminary 
investigation will be conducted by the Chair and a Vice Chair of the 
Board to determine whether a breach of the Code of Conduct has 
occurred and whether it is a minor or more serious breach. If the 
complaint is about the Chair or a Vice Chair, the alternate Vice Chair or 
a Committee Chair will take their place. 

5. If the Chair and Vice Chair are satisfied that no breach has occurred, 
they will write to the complainant and to the Board Member against whom 
the complaint has been made to inform them that the investigation has 
been closed and of the reasons for their findings. 

 
 

1 "Where a person is under investigation for a potential serious breach of their 
obligations either as a Tenant or a Board Member, the Chair and Vice Chair may 
suspend a member of the Board from meetings whilst the investigation is taking 
place. The suspension to be for not more than 8 weeks, and must be reviewed at the 
next available Board meeting where any further suspension must be approved by a 
simple majority of the Board." 
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6. If a breach has occurred and is assessed as ‘minor’, the Board 

member will be informed in writing of the outcome of the investigation 
and the case will be closed. The Board will be informed of the 
complaint and the outcome of the investigation. No further action will 
be taken, though if another complaint is made against the same Board 
Member regarding the same breach, it may be considered as part of 
any future investigation. 

 
7. If a breach has occurred and is assessed as ‘serious’, a complaints 

panel will be convened to investigate the matter in more depth. The 
Board Assurance Officer will approach three Board members to form a 
complaints panel. The panel members must not have had any 
involvement with the complaint. The Chair and Vice Chair(s) of the 
Board cannot be members of the panel. The panel will choose its own 
Chair from the three members. A meeting date will be set as soon as 
practicable, allowing for a full investigation to be carried out. 

 
8. The Board Member and the complainant will be notified of the steps 

that will be taken to investigate the complaint and the expected 
timescale within which the complaint will be dealt with. When the 
Board Member is informed of this, they will be told who has made the 
complaint against them. 

 
9. At the panel meeting, the Chair and Vice Chair will be asked to 

present their initial report. The person making the allegation and the 
Board Member about whom the allegation has been made will have 
the opportunity to put their case directly to the panel. If appropriate, 
witnesses can be called by either party. The Board Member may bring 
representation if they wish, but must inform the panel prior to the 
meeting. 

10. The panel will consider the case on the day and, where possible, will 
decide what action should be taken. The panel can decide to adjourn 
to consider their verdict if it is deemed necessary, but a decision 
should be made within five working days. This decision should be 
made without reference to the Board, except where the 
recommendation is to remove the Board member from the Board. 

 
11. At the following Board meeting, the Chair of the complaints panel 

will present a confidential report on the details of the allegation 
and any action taken. If the panel recommends removal from the 
Board, this decision must be approved by the Board in accordance 
with Article 19(7) of the Articles of Association.3 

 
 

3 "A person...shall immediately cease to be a Board Member if the relevant individual is 
found by resolution of the Board (such resolution to be passed with a two thirds majority) 
following an appropriate investigation process to have breached any agreed code of 
conduct for Board Members or to have otherwise conducted themselves in a manner 
which is materially detrimental to the interests of the Organisation, provided that the Board 
Member concerned has first been given an opportunity to state why he should not be so 
removed;” 
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Appendix 5 – Carers’ Confidentiality Agreement 

 
 
 
Confidentiality Agreement – for carers assisting Board Members 
 
I hereby undertake not to disclose any confidential information1 relating to, or 
received from, Colchester Borough Homes for any reason unless expressly 
authorised by the Company or required by law. I understand that this applies 
in perpetuity from the point of my signing this document. 
 
I understand that the use and disclosure of all information about living, 
identifiable individuals is governed by the Data Protection Act. I will not use or 
disclose any personal data I see or acquire, in the course of performing my 
duties as a carer, for any purpose unless expressly authorised by Colchester 
Borough Homes.  
 
I understand that I am required to keep all confidential and personal data 
securely, and undertake to ensure that I do not divulge any confidential, 
personal or sensitive information relating to Colchester Borough Homes, its 
clients and residents, and its partners, to which I become privy in the course 
of my duties.  
 
I will not copy, print, amend or delete any personal data held or provided to 
Board Members by Colchester Borough Homes unless directed to do so by a 
member of the management team of the company.   
 
I will not remove from the business premises of Colchester Borough Homes 
any personal data held by the company in any form. 
 
 
 

NAME: 

 
 
 

SIGNED: 

 
 
 

DATE: 

 
 
 

 

1 Information may be classified as 'confidential' if Colchester Borough Homes would not 
release it in response to a request made under the Freedom of Information Act. Information is 
also confidential if it is clearly marked as such or by its very nature is evidently confidential. 
This includes, but is not limited to, commercially sensitive information, financial information, 
information held on staff or employees’ personal files, and information about tenants and 
leaseholders of Colchester Borough Homes. 
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Appendix 6 – Board Appraisal process 
 
An appraisal of each individual Board Member is carried out at least once 
annually. This process is led by the Chair of the Board. One of the aims of 
these appraisals is to gain assurance that all Members are able to perform 
their duties in line with the Board Members’ Code of Conduct and the Nolan 
Principles. Extraordinary appraisals for Members may be held at the 
discretion of the Chair of the Board. 
 
All newly-appointed Board Members also receive an appraisal as a part of 
their induction process. The Board Assurance Officer will provide a copy of 
the Board Members’ Code of Conduct to each new Board Member as part of 
the induction pack. 
 
The contents of the generic CBH Board appraisal form and skills audit are 
included below for reference purposes.  
 
 

COLCHESTER BOROUGH HOMES 

Board Member Appraisal Form 
 
 
Name:   Date:  
 
         
A. Personal Assessment 
 
(If you have just been appointed to the Board, please disregard questions A1 
and A2) 
 
1. What aspects of your role as a Board member do you feel you: 
 

(a) do best / enjoy most? 
 
 
 

(b) do less well / enjoy least? 
 
 
 

(c) have most difficulty with? 
 
 
 
2. What do you consider to be the most significant contributions you have 

made to the Board this year?  
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3. How do you feel you can best contribute in the year ahead? 
 
 
 
 
B. Succession Planning 
 
1. If you are the Chair of a committee, what are your plans to develop the 

skills of other committee members to ensure that there is a future Chair? 
 
 
 
2. If you are not the Chair of a committee, would you like the opportunity to 

be trained to take on this position? 
 
 
 
3. Do you intend to / would you like to continue on the board after your 

current term is complete? 
 
C. Training and Development 
 
The Board needs to ensure that collectively its members have the skills, 
knowledge and experience necessary for it to manage the business of the 
organisation. The tables below include a column indicating where an element 
is particularly relevant to a committee of the board. 
 
1. Please indicate your own assessment of your skills against each of the 

headings below on a scale of 1 to 4, where ‘4’ indicates well-practiced 
skills and ‘1’ indicates a felt lack of skills. 

2.  

Skills 4 3 2 1 Committee 

Has the ability to: 

Essential 

1 Work as part of a team      

2 Think and plan strategically      

3 Communicate clearly and concisely      

4 Use the internet, MS Office and 
email      

Desirable 

5 Appraise project proposals     BOP 
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6 Scrutinise accounts and monitor 
budgets     F&A 

7 Analyse performance figures     Ops 

8 Chair meetings effectively      

9 Build useful relationships through 
effective networking       

 
3. Please indicate your own assessment of your knowledge and experience 

against each of the headings below on a scale of 1 to 4, where ‘4’ 
indicates extensive knowledge / experience and ‘1’ indicates no 
knowledge / experience. Please give a score for all 23 criteria. 

 

Knowledge and Experience 4 3 2 1 Committee 

Essential 

1 Directors’ responsibilities under Company Law      

2 The role of the board and its responsibilities 
within the company structure      

3 The context in which CBH operates as an ALMO      

4 The key priorities for the organisation at the 
current time      

5 The communities and customers served by CBH      

6 The current strategic risks to the business and 
how they are managed     F&A 

Desirable 

7 The role of tenants and leaseholders in the 
company’s governance     Ops 

8 Housing Law and how it applies to CBH      

9 Health & Safety Legislation and how it applies to 
CBH      

10 Employment Law and how it applies to CBH     G&R 

11 The needs of ethnic communities in the areas 
served by CBH     G&R 

12 Care, support and the needs of vulnerable 
people      

13 Communications and marketing     BOP 

14 Issues related to managing and maintaining 
social housing      
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Knowledge and Experience 4 3 2 1 Committee 

15 Issues related to building new social housing       

16 How the company is financed and the HRA     F&A 

17 Accountancy standards and statutory 
requirements     F&A 

18 Welfare Reform and its effects on tenants     Ops 

19 Environmental sustainability as it relates to 
social housing      

20 Sectors related to CBH (eg, health, education, 
policing, law, local government)      

21 Experience of commercial activities in an 
executive or non-executive role     BOP 

22 Experience of developing policy and strategy      

23 Experience of mentoring others      
 
4. Do you feel that the Board makes full use of your skills, knowledge and 

experience? 
 
 
 
 
5. What training and development opportunities have you found most helpful 

this year?  
 
 
 
 
 
6. What types of training & development opportunities do you find most 

useful?  
(eg, external conferences/training events, in-house training, briefings at 
board meetings, visiting other organisations, shadowing staff, one-to-one 
or group discussions, reading, etc) 
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7. Taking into consideration your earlier assessment of your knowledge, 

skills and experience, please identify in the table below the areas where 
you would be interested in receiving more training or information and the 
areas that are most important to you.  

 

Area of training / 
information 

What I would like to 
learn 

Priority  
(High / Medium / 
Low) 

Example: IT Skills How to use e-mail 
effectively Medium 

 
 
 

  

 
 
 

  

 
 
 

  

 
 
 

  

   

D. Behaviours 
 
The Company has six organisational behaviours that board members and 
staff are expected to exhibit. The following questions will help you assess to 
what extent you have demonstrated the six characteristics in the past year.  
 
1. Respect 
 
 Treats people fairly and with respect? 
 Listens carefully and takes time to understand different points of view? 
 Asks difficult questions appropriately and supportively? 
 
2. Consistency 
 
 Reads the board papers and prepares for meetings? 
 Actively engages with items to ensure understanding before reaching a 

decision? 
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3. Ownership and Empowerment 
 
 Respects the boundaries of the non-executive role? 
 Contributes with appropriate frequency and length to board discussions? 
 
4. Honesty and Integrity 
 
 Acts at all times with honesty and integrity? 
 
5. Organisational Loyalty 
 
 Always acts in the best interests of the company? 
 Conducts themselves professionally? 
 Maintains confidentiality? 
 
6. Self-Development 
 
 Identifies areas for development and seeks assistance? 
 
(If appropriate) Following the discussion of behaviours, we have agreed the 
following: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Signed 
 
Appraisee:  Date:  
 
Appraiser: 

 
Date: 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 12 
 
SUBJECT:  STAR (Survey of Tenants and Residents) 2016  
 
REPORT BY: Gerardine Murphy, Service Development Manager 
    (01206) 282826   
     Gerardine.murphy@cbhomes.org.uk 
 
FOR DISCUSSION 
 
1.  Purpose of report  
  
1.1 The Board is invited to note the summary results of the 2016 Survey of 

Tenants and Residents (STAR) found at Appendix 1. A copy of the full report, 
which includes a 4-page executive summary, can be found at Appendix 2. 

  
2. Background & content 
  
2.1 Resident satisfaction surveys are regularly used to provide us with feedback 

about the services we deliver. STAR is a voluntary approach to tenant and 
leaseholder satisfaction measurement for the social housing sector, created 
and coordinated by the HouseMark business intelligence organisation. The 
survey focuses on a number of core areas to enable social housing landlords 
to measure and compare satisfaction of their tenants and leaseholders. 

  
2.2 In early 2016 CBH and CBC jointly commissioned ARP, an independent 

research company, to complete the survey. The survey was carried out 
during April and May. Paper questionnaires were distributed to a randomly 
selected sample of 1,600 general needs households, all 597 sheltered 
housing households and all 1,017 leaseholders. The survey was also 
available for completion online. A prize draw was used to encourage 
responses. 

  
2.3 A total of 883 tenants took part in the survey, which is a response rate of 

40%. This included 34% of general needs and 57% of sheltered tenants. 290 
leaseholders took part in the survey, which represented a 29% response rate. 
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3. Satisfaction levels 
  
3.1 A summary of the survey results is provided below. The first column shows 

the median satisfaction scores of other landlords in the Eastern region. The 
second column shows the result of the previous survey in 2014, and the third 
whether there has been a statistically significant change since 2014.  The 
fourth column shows levels of satisfaction from the 2016 survey. 
 

 
  
3.2 Overall satisfaction levels were most closely correlated with satisfaction in the 

following areas (in order of importance): 
1. Quality of home  
2. Repairs and maintenance overall  
3. Enquiries generally  
4. Listening & acting on views  
5. Keeping customers informed 
6. Service charge value for money  
7. Neighbourhood as a place to live 

  
4 Priorities for investing in homes and services 
  
4.1 As well as asking how satisfied tenants and leaseholders were, we took the 

opportunity to ask about their priorities for investment in homes and services, 
to help us plan for the future. 

  
4.2 The top tenant priorities for investing in homes were 

1. Repairs and maintenance 
2. Making homes more energy efficient (for general needs; 3rd place for 
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sheltered tenants) 
3. Clean and safe communal areas (for general needs; 2nd place for 

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

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

  
5 Next steps 
  
5.1 The results of the survey will be circulated via a member e-briefing, press 

release, the CBH website and social media. The findings will be shared with 
staff and the summary document at Appendix 1 will be included in the 
December edition of Housing News and Views. 

  
5.2 Staff will look in detail at the outcomes to identify specific actions arising from 

the findings of the survey. The outcomes of the survey will also feed into our 
next Medium Term Delivery Plan, which will be drafted over the coming 
months. 

  
5.3 A separate session can be arranged if Board Members wish to explore the 

results in more depth. 
  
6 Risk management 
  
6.1 Failure to address the issues driving satisfaction increases the incidence of 

complaints.   
  
6. HR Implications 
  
6.1 None. 
  
7. Legal Implications 
  
7.1 The STAR (formerly STATUS) was at one time a regulatory requirement but 

as it is now voluntary there are no legal implications. 
  
8. Financial Implications 
  
8.1 The survey and any improvements set out in the action plans will be funded 

from existing budgets. 
  
9. Value for Money 
  
9 Satisfaction with value for money of rent & service charges both increased, 

with the value for money of rent increasing to 86% from 80%. 
  
9.1 In times of decreasing budgets and higher demand for services, it is essential 

that resources are targeted. The information from the survey provides us with 
an opportunity to identify and focus particular areas of our service that are 
most likely to improve overall satisfaction. 
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 The HouseMark benchmarking service calculates value for money as a 

combination of performance and cost. STAR results count towards the 
performance element and therefore our overall Value for Money scores, 
which are a useful tool for driving efficiencies and demonstrating our 
effectiveness as an organisation.   

  
10. Health & Safety Implications 
  
10.1 None. 
  
11. Equality & Diversity Implications 
  
11.1 Tenants aged over 65 had a significantly higher level of satisfaction than 

anyone else (92%), with the 35-49 age group being least the least satisfied 
(74%). 

  
11.2 Satisfaction was in the main comparable between disabled and non-disabled 

tenants, but disabled tenants were significantly more satisfied with the quality 
of home, repairs & maintenance and the last completed repair than tenants 
without a disability. 

  
11.3 For black and minority ethnic (BME) tenants satisfaction was exceptionally 

high on value for money for rent (93% compared to 67% for white British 
respondents). BME tenants were, however, considerably less satisfied with 
their neighbourhood (78% versus 89%).   

  
11.4 More details can be found on pages 49 and 50 of the full report. 
  
12. Residents at the Heart 
  
12.1 One of the key objectives of the proposed new Resident Insight and 

Engagement strategy (discussed elsewhere on the agenda) is Improving 
services – developing our customer insight information and feedback from 
the STAR and transactional surveys to improve service delivery and levels of 
satisfaction. The detailed findings of the STAR will be used as a basis for 
future service developments. 

  
12.3 Our current Medium Term Delivery Plan commits us to build on customer 

engagement and feedback, and the STAR helps us to focus our resources on 
the aspects of our service that influence our customers’ overall satisfaction.  
The survey will form a key element of the consultation process for the next 
Medium Term Delivery Plan; the outcomes from it, including the priorities 
identified for investment in homes and services, will be reflected in the new 
plan. 

  
13 Decision required? 
  
 No 
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14. Appendices 
  
14.1 The following documents are appended to this report: 

 
• Appendix 1 – STAR 2016 4-page summary 
• Appendix 2 – STAR 2016 full report.  
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Resident satisfaction  
survey 2016 

85% 
tenants satisfied 

up from 
83% neither dissatisfied satisfied 

We ran our resident satisfaction surveys between April and May 2016 using an 
independent research company. This survey was very important to us, and has 
helped us to understand what you think of your homes, neighbourhood and our 
services. We will use the information to improve our services in the future. 

We are pleased that overall satisfaction with the service provided by Colchester 
Borough Homes (CBH) has improved by two percentage points since 2014, and 
by seven points since 2010. 

Our sheltered housing tenants are particularly pleased with the services CBH 
provides, with 93% of those returning the survey being satisfied.   

We are also delighted to see a significant improvement in satisfaction amongst 
our leaseholders, going up by 12% since 2014. The leaseholder score of 72% was 
also much higher than average when compared to other landlords (average 64%).



1st 

2nd 

3rd 

4th 

Quality of the home 

Repairs and maintenance 

How we deal with 
enquiries 

How well we listen to our 
residents’ views 

up 
from 
91% 

There is still more we can do 
to improve. Our satisfaction 
rate for tenants is still 3% 
away from the average for 
other landlords carrying out 
similar surveys. 

The main issues that tenants 
seemed to be thinking about 
when they answered this 
question were: 

We have been working hard on making improvements to your homes, 
resulting in a significant increase in the satisfaction score. There is still a 
bit more to do when compared against the average for other landlords 
(86%), but we are pleased that customers have noticed the progress that 
has been made already.   

very  
dissatisfied 

fairly  
dissatisfied 

neither fairly   
satisfied 

very  
satisfied 

4% 
7% 

5% 

44% 
40% 84% 

were satisfied with the 
quality of their home 

up 
from 
81% 

sheltered tenants 
satisfied 

93% 72 %
leaseholders  

satisfied 

up 
from 
60% 



78% 

Repairs and maintenance is very important to our residents, and we have 
maintained a similar level of overall satisfaction with the service since 
2014 (78% of tenants). In fact, satisfaction with the most recent repair 
was higher again at 83%, having improved slightly since 2014. Our 
biggest improvement was in the speed of repairs, with a 5% increase in 
satisfaction for both the time it took to start work (80% satisfied), 
and the time it took to complete (84% satisfied). 

very  
dissatisfied 

fairly  
dissatisfied 

neither fairly  
satisfied 

very  
satisfied 

up 
from 
77%

were satisfied with repairs 
and maintenance 

8% 8% 6% 

We know that many of our customers can sometimes find it hard to make 
ends meet, so it is very important for us that tenants get value for money 
for the rent that they pay.  

This score gone up by 6% since 2014, and it is also now 3% higher than 
the average amongst other similar landlords. In addition, our 
leaseholders are also 7% more likely than before to feel that the service 
charges represent value for money (63% satisfied), which was also 15% 
higher than the average.  

34% 

44% 

86% 

very  
dissatisfied 

fairly  
dissatisfied 

neither fairly  
satisfied 

very  
satisfied 

up 
from 
80% 

were satisfied with the 
rent value for money 

4% 4% 6% 

37% 

49% 



This survey was similar to one we carried out in 
2014, and also used many questions from a 
standard national questionnaire. This meant that 
we were able to compare many of the results with 
the 2014 survey, as well as against other similar 
housing providers across the country.  

The survey was sent to a sample of 1,600 general 
needs tenants, and all those living in sheltered 
housing. A separate version was sent to all our 
leaseholders. Residents could also take part 
online. We were pleased that many of you took 
part, with response rates similar to those for other 
landlords. 

Thank 
you! 
We would like to 
thank all of you who 
took the time to take 
part in the survey. 

The information that 
you provided will play 
an important role in 
improving our services 
in the future. 

About the survey

The customer service experience was closely 
linked to how satisfied residents were with CBH 
overall.  The results in this section were close to 
the average for other landlords. About a third of 
respondents used CBH’s online services, such as 
reporting a repair or paying rent via the website. 

85% 
were satisfied with how 
enquires are generally 
dealt with 

4% 5% 7% 

45% 
40% 

very    
dissatisfied 

fairly    
dissatisfied 

neither fairly             
satisfied 

very  
satisfied 

see the full report online at  
www.cbhomes.org.uk/star 

40%
tenant response rate 

883 
tenants took part 

29 %
leaseholder response ra
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1. Introduction  

Background 
This report details the results of Colchester Borough Council’s 2016 STAR 
tenant and residents satisfaction survey, delivered by ARP Research. These 
homes are managed on the Council’s behalf by Colchester Borough Homes 
(CBH) . 
 
This is the second such survey for the Council using the new HouseMark STAR 
survey methodology.  This report covers the survey results for tenants in 
general needs and sheltered housing, in addition to a slightly different survey 
for leaseholders.   
 
Throughout the report the survey data has been broken down and analysed by various categories, including by 
area and various equality groups. Where applicable the current survey results have also been compared against 
the 2014 STAR survey, including tests to check if any of the changes are statistically significant. Finally, the results 
have also been benchmarked against the HouseMark STAR database of non-metropolitan ALMOs for the core 
satisfaction questions, supplemented by ARP Research’s own database for ancillary questions. 
 

About the survey 
The survey was carried out between April and May 2016. Paper self completion questionnaires were distributed 
to a randomly selected sample of 1,600 general needs households, all 597 sheltered households as well as a full 
census of leaseholders (1,019 households). This was followed by a reminder where a new questionnaire was sent 
to every non respondent. A free prize draw was used to encourage the response rate. The survey was also 
available for completion online by all tenants and leaseholders. 
 
In total 883 tenants took part in the survey, which represented a 40% response rate (error margin +/- 3.8). This 
included 34% (+/- 4.0) for general needs tenants and 57% (+/- 3.5) of those in sheltered accommodation. In 
addition, 290 leaseholders took part in the survey which represented a 29% (+/- 4.9) response rate. These 
response rates met the stipulated STAR target error margins. Please note that the survey results were weighted to 
ensure that the tenant results were representative by stock type. 
 

Understanding the results 
Most of the results are given as percentages, which may not always add up to 100% because of rounding and/or 
multiple responses. It is also important to take care when considering the results for groups where the sample 
size is small. In addition, some of the results quoted for previous surveys may be different from those previously 
published due to changes in how these are now calculated in STAR. 
 
Where there are differences in the results over time, or between 
groups, these are subjected to testing to discover if these differences 
are statistically significant . This tells us that we can be confident that 
the differences are real and not likely to be down to natural variation or 
chance. 

For detailed information on the 
survey response rates, methodology, 
data analysis and benchmarking, 
please see appendix A. 

 
This survey uses HouseMark’s 
STAR model which is the 
standardised methodology for 
tenant and resident surveys. 
Benchmark data for the ‘core’ 
questions is provided by 
HouseMark.  www.housemark.co.uk/star 
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significantly  
higher  

no significant  
difference 

significantly  
lower 

2. Executive summary 

Overall satisfaction 
1. Taking everything into account, the majority of Colchester tenants were satisfied with the services they 

received (85%), compared to only 7% who were dissatisfied. This score was two points higher than it had 
been in 2014, but was not a ‘statistically significant improvement’, which means that a  statistical test 
showed that there was a small possibility that the change was due to chance. A similar pattern is observed 
elsewhere in the findings where satisfaction had improved on a majority of core measures. For those areas 
where benchmark information is available the majority of results were either on-par, or a bit below average 
when compared with other similar organisations (section 3). 

2. Areas where the scores seemed particularly positive included significant improvements to key measures 
such as the quality of the home (section 4) and the value for money for rent (section 5).  

2014 
result 

proportion 
of tenants 

88% 83% 85%  satisfaction overall 

86% 81% 84%  quality of home 

83% 80% 86%  value for money of rent 

69% 66% 68%  value for money of service charge 

68% 63% 64%  listens & acts on views 

80% 77% 78%  repairs & maintenance overall 

85% 87% 89%  neighbourhood as a place to live 

79% 76% 78%  kept informed 

85% 81% 83%  last completed repair 

72% 70% 70%  final outcome of query 

bench 
mark 

change 
over time  
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2. Executive summary 

3. Leaseholders were far less satisfied overall than tenants (72% satisfied), however, this actually represented a 
statistically significant 12% increase compared to the 2014 results. Indeed, in the previous survey nearly 
one in four were dissatisfied, but this is now down to around one in six (17%) amongst the current sample. 

4. A ‘key driver’ analysis is a statistical test to check which other results in the survey are best at predicting 
overall satisfaction. In descending order of strength, the top four key drivers for tenants are listed below: 

   Quality of the home (84% satisfied, section 4). 

   Repairs and maintenance overall (78%, section 9) 

   Enquiries generally (85%, section 7) 

   Listening to views and acting upon them (64%, section 6) 

The home 
5. Just over four out of five respondents were satisfied with the headline score for the quality of the home 

(84%), which is a significant improvement to that achieved in 2014 (was 81%). At the opposite end of the 
scale 11% were dissatisfied (section 4). 

6. This improvement is largely driven by the general needs population, amongst whom satisfaction is up four 
points from 79% in 2014 to 83%. Satisfaction amongst sheltered tenants has not changed but remains very 
high (94%). 

7. When asked to prioritise areas for investing in improving homes, tenants were clear in stating repairs and 
maintenance should be the top priority (55% of general needs, 46% of sheltered tenants). Having clean 
and safe communal areas was the second priority for sheltered tenants whereas making homes more 
energy efficient occupied this rank for general needs (chart 4.3). Whilst leaseholders also agreed the repairs 
and maintenance service should be the main priority, this group prioritised clean and safe communal areas 
over making homes more energy efficient.  

Repairs and maintenance 
8. The repairs and maintenance service was the second most important key driver of satisfaction overall for 

this sample having previously been the primary one for those in 2014. It is therefore very positive to find 
satisfaction had improved slightly with this aspect of the service (78%, was 77%), and is now closer to the 
HouseMark benchmark median (80%, section 9). 

9. Two aspects of the service to show a significant improvement are the speed of completion (84%, up from 
79%) and the time taken before work started (80%, was 75%). The improved score for both is obviously 
welcome as it reverses the previously observed decline, and represents the biggest increase in satisfaction 
for any aspect of the service. Furthermore, the increase in satisfaction for the time taken before work 
started is enough to raise it above the benchmark median of 78% putting CBH’s score into the second 
quartile, one of only two aspects of the service to be rated above average. 

10. The key drivers of satisfaction with the repairs service are again more about quality than timeliness per se, 
in particular doing the job that tenants expected (83% satisfied, and doing the repair right first time (76%).  

11. Leaseholders receive only a very limited communal repairs service, but even so more than half of this 
group were satisfied generally with the repairs and maintenance service they received, which represents a 
7% increase on the 2014 findings (55% v 48%) and was now rated higher than expected (benchmark 
median 48%). 
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2. Executive summary 

Information and resident involvement 
12. Listening and acting upon views was a key driver of overall satisfaction for all tenant respondents, but 

particularly so for those in sheltered accommodation (chart 3.5). As such, it is a little disappointing to find 
that the proportion of tenants who were satisfied with CBH’s performance in this regard has barely 
changed since 2014 (64%, was 63%), with this result four points below the benchmark median for similar 
landlords (section 6). 

13. However, satisfaction amongst leaseholders was up significantly from 35% to 47% elevating CBH’s score 
for this group into the top quartile of providers being eight points above the benchmark median. Around a 
quarter remain dissatisfied (26%), but this was an improvement on the 31% who said the same two years 
ago. 

14. Moving on to consider what tenants thought of the level of information provided by CBH, it was again the 
case that the results were slightly, albeit not significantly, better than those achieved in 2014 (78%, was 
76% positive) and as a consequence now almost equal to the benchmark target of 79%. However, the 
pattern was reversed for leaseholders as a smaller proportion of this group rated CBH as ‘good’ this year 
(63% v 70%), however CBH still compare favourably with its peers in this regard (median 59%). 

Customer services 
15. Satisfaction with how enquiries are dealt with generally was the third key driver of satisfaction overall for 

tenants, and the primary driver for leaseholders.  As such, it was very positive to find the vast majority of 
tenants were satisfied (85%), including 40% that were ‘very satisfied’. Although around one in ten were 
dissatisfied (9%), satisfaction overall is at the level expected of other similar landlords (benchmark median 
84%), with CBH appearing in the second quartile of scores (section 7). 

16. The rating provided by leaseholders was predictably lower than for tenants with three fifths satisfied with 
how enquiries are dealt with generally (61%). 

17. When tenants were asked about their most recent experience of contacting CBH, satisfaction with the final 
outcome of their query has not changed since 2014 (70% satisfied), and is broadly in line with the 
benchmark median (72%). Around three quarters of tenants (77%) were also satisfied with the ability of the 
staff to deal with their query, with this too showing little change since 2014 (was 76%), therefore remaining 
slightly below the benchmark median (79%). 

18. Just over half of tenants have used the internet with usage most common amongst general needs tenants 
than those in sheltered accommodation (56% v 37%). The most common method of access for tenants was 
PC or laptop (64% for both general needs and sheltered), but this was only slightly ahead of smartphones 
and tablets (section 8). 

Value for money 
19. This was one of only two key service areas where satisfaction had increased significantly since 2014 with 

86% of tenants satisfied that their rent represented good value for money, an increase of 6% from the 
previous survey. As a consequence of this improvement, this result is now 3 points above the benchmark 
median (83%, section 5). 

20. Nevertheless, a quarter of tenants had recently experienced difficulties in making at least some of their 
payments (25%), although this was down from 37% in 2014. Around a half of this group had struggled to 
pay their rent or service charges (54%) and/or other household bills (49%, section 12). 
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2. Executive summary 

21. Satisfaction with the value for money of the service charge is not commonly a key driver in tenant surveys, 
but notably this was for CBH. Two thirds of tenants were satisfied in this regard (68%), just below the 
benchmark median of 69%. 

22. Around two thirds of leaseholders were satisfied that the service charge they pay was value for money 
(63%, up from 56%), whilst almost a quarter remain dissatisfied (24%). Although this score appears low, it is 
actually quite good when set in the context of other comparable landlords (median 48%).  

Communal services 
23. The cleaning of communal areas, both internal and external, was generally satisfactory for the majority of 

sheltered tenants (91% and 81% respectively) with these services rated higher than in 2014. The 
satisfaction scores were also reasonable for general needs tenants who received these services. However, 
leaseholders’ satisfaction for both internal and external communal cleaning was far lower (59% and 54% 
respectively), but scores for both had improved (section 10). 

24. The communal window cleaning service continues to improve, but the rate of improvement is starting to 
slow down, with the rating for sheltered tenants up six points to 72%, whereas this service is rated 
somewhat lower by general needs (42%, was 44%).  

Neighbourhood 
25. Overall satisfaction with the neighbourhood as a place to live had improved from 87% to 89% since the 

last survey, therefore it remains above the benchmark average and in the top quartile of scores (section 
11).  

26. Whilst the actual appearance of the neighbourhood was not as positively rated (79% satisfied), it was 
positive to find this had still improved significantly compared to 2014 (was 74%). 

27. Three quarters of tenants were satisfied with the grounds maintenance service, which is broadly the same 
as in 2014 (was 75%) and equal to the benchmark median for other similar landlords. 

28. Satisfaction with either the Community Housing Officers, or the Community Caretaker service, had 
improved, albeit not significantly. Two out of three were satisfied with their Community Housing Officer 
(67%, was 59%), with three out of five satisfied with the Community Caretaker service (60%, up from 54%).  

29. Dealing with anti-social behaviour (ASB) was quite important to residents, with both general needs and 
sheltered tenants making this the main priority for investing in services (section 3). 

30. Around three out of five tenants (58%) satisfied with the way CBH deals with ASB, which is some way off 
the level achieved by its peers (median 69%). Indeed, a fifth were dissatisfied, the majority of whom were 
‘very dissatisfied’ (11%).  

Sheltered accommodation 
31. When tenants in sheltered accommodation were asked to rate specific services that only they received, in 

each case the majority of respondents claimed to be satisfied, with the scores generally equal to or above 
the benchmark median. Furthermore, when compared to the 2014 results, the majority of scores had 
improved, with a couple remaining static (section 13). 

32. The rating for the frequency of contact with support staff shows the greatest improvement (89%, was 82%) 
having previously fallen in 2014 due to changes to the service at the time which led to reduced staff levels. 
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3. Services overall 

Overall, the tenant satisfaction survey results in 2016 were in most cases better in comparison to the previous 
survey, with satisfaction up on the majority of core questions compared to 2014. For those areas where 
benchmark information is available the majority of results were either on-par, or a bit below average when 
compared with other similar organisations. 

This is epitomised by the overall satisfaction rating of 85%, which was two points higher than the previous score 
of 83%, but was still slightly below the HouseMark benchmark average (88%). The increase was also not quite 
large enough to be considered to be ‘statistically significant’, which means that a  statistical test showed that 
there was a small possibility that the change was due to chance. At the opposite end of the scale, 7% of tenants 
were dissatisfied which is down from 10% in 2014. 

Areas where the scores seemed particularly positive included significant improvements to key measures such as 
the quality of the home (section 4) and the value for money for rent (section 5).  

As overall satisfaction had increased across tenants as a whole, it was positive to find this pattern was evident for 
both general needs tenants and tenants in sheltered accommodation with satisfaction up 2% for each stock type. 
Furthermore, both increases were enough to elevate the scores into the next quartile, with both results in the 
second quartile. 

Leaseholders were again the least satisfied overall (72% satisfied), however, this represents a 12% increase 
compared to the 2014 results, an increase which was statistically significant. Indeed, in the previous survey nearly 
one in four were dissatisfied, but this is now down to around one in six (17% amongst the current sample). It is 
however, pertinent to point out leaseholders have a more distant relationship with CBH and it is to be expected 
that satisfaction will be lower amongst this group. That said, when compared against the HouseMark benchmark 
database CBH’s leaseholders were actually much more satisfied than average. 

quality of the home 
repairs & maintenance service 
dealing with enquiries generally 

 % 

sa sfied with the service 
overall, up 2%  

 were the key drivers that 
best predicted overall 
sa sfac on 
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To learn more about the overall score a ‘key driver’ analysis was also carried out, using a statistics test known as a 
‘regression’, in order to determine which opinion rating statements in the questionnaires were most closely 
associated with overall satisfaction. This test does not necessarily suggest a causal link (although there may be 
one), but it does highlight the combination of opinion rating statements that are the best predictors of overall 
satisfaction. The analysis identified seven key drivers for tenants as presented in chart 3.3, with separate analysis 
by stock type in chart 3.5. 

For tenants as a whole, one measure was clearly more important than the rest with the quality of the home now 
the primary key driver of satisfaction overall. This also emerged as a key driver from the equivalent analysis in 
2014, however it was somewhat less important then, appearing fourth in the list of six measures. 

Interestingly this appears to be driven by the general needs population with this emerging as the primary key 
driver for this group of customers. Whilst still important to tenants in sheltered accommodation, having their 
views listened to and acted upon had a greater impact on how they viewed CBH’s services overall (chart 3.5). 
Indeed, the customer service experience and tenant involvement was a clear theme from this analysis making up 
three of the seven key drivers for tenants, and improving customer communication was the top priority for 
around a fifth of tenants (chart 36). 

The repairs and maintenance service remains important to tenants being second 
in the list having previously been the main key driver in 2014, albeit by a small 
margin.  Once again, this is almost entirely driven by the general needs populace 
with it not appearing as a key driver for those in sheltered accommodation. 

Once again the value for money of the service charge was a predictor of overall 
satisfaction, even more so in this case than the rent, which was noticeably absent 
from the results of this test. Once more this is important to general needs tenants 
rather than their neighbours in sheltered accommodation.  

3. Services overall 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Sheltered  93 91 +/-  
2.8 

 

General needs  84 82 +/-   
3.1 

 

Leaseholders  72 60 +/-   
5.2 

 

57 3 

84 

2nd 

92 

2nd 
36 

16 11 11 6  55 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

39 8 3 4  45 

64 

1st 

  
%    

satisfied 
2016 

 
error 

margin 

Overall service     
provided by CBH 

 85 +/- 
2.4 

%    
satisfied 

2014 

83 

bench 
mark 

 

3.1 Overall satisfaction (tenants) 
% Base 856 | Excludes non respondents  

3 4 
88 

3rd 
8  44  41 

3.2 Overall satisfaction (by stock) 
% Bases (descending) 326, 528, 287 | Excludes non respondents. 

3 1 

Benchmark data 
accompanied by the STAR 
logo        is drawn from 
HouseMark data, the 
remainder from ARP 
Research’s database. See 
Appendix A for details. 
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3. Services overall 

For leaseholders, the customer service experience appears more critical, with satisfaction with enquiries and being 
kept informed being the top two key drivers for this group of customers. Interestingly, leaseholders were 
significantly less positive that they were kept informed than they were in the previous survey, the only aspect of 
the results for this group to show a significant decline (section 6). Furthermore, satisfaction with the service 
charge in terms of value for money was now a key predictor of satisfaction overall for leaseholders, having been 
absent from the results of this analysis previously.  

The results were also comprehensively analysed by other sub-groups in order to 
identify those tenants who might differ from the norm. As was expected, there was a 
substantial age difference with older respondents claiming to be more satisfied than 
those who were younger. This meant that tenants aged 65+ had a significantly higher 
level of satisfaction than anyone else (92%), and this compares to 80% of those aged 
34 or less. It was interesting to find the 35-49 age category were the least satisfied 
group again (74%), with satisfaction amongst this group more often significantly lower 
than average across a number of core measures (chart 14.10).  This is also why overall 
satisfaction was once again higher for sheltered (93%) than general needs tenants 
(84%). 

There were some significant variations in overall satisfaction by area, with respondents in the Prettygate ward 
significantly more satisfied than average (91%), whereas those in Old Heath and Hythe and Lexden and Braiswick 
were significantly less satisfied (72% and 71% respectively). However, care should be taken when interpreting 
some ward analysis due to the sample sizes. Colchester is also divided in to neighbourhood zones (see page 40 
for a description of each zone), which have somewhat larger sample sizes and are therefore perhaps a better 
indication of geographical differences. Satisfaction was significantly above average in Zone 6 (90%), but in 
contrast, satisfaction was significantly lower than average in Zones 3 and 5 (71% and 81% respectively). 
Furthermore, these zones contain a similar population in terms of age, so these variances cannot be explained by 
the usual difference amongst the age groups. 

Experience of anti-social behaviour (ASB) has also affected the overall score in the same way as it had in 2014, 
with the small group of respondents who had reported an incident of ASB to the Council significantly less 
satisfied overall than those who had not (63% v 86%).  Despite a relatively small proportion actually reporting an 
incident of ASB, tackling ASB was the main priority for investing in services both general needs and sheltered 
tenants (chart 3.6).  

Interestingly, whether or not a tenant had been in contact with the Council in the previous twelve months also 
affects this score with those who have being significantly less satisfied than those who have not (81% and 94% 
respectively). This is all the more important when you consider the importance of the customer service placed by 
the current sample of tenants on their perceptions of the service as a whole. 

However, perhaps more interesting is the difference in overall satisfaction between tenants who have experienced 
financial difficulties and those who have not, with the latter significantly more satisfied than the former (89% v 
80%). Furthermore, satisfaction was significantly lower still amongst those respondents who had experienced 
some difficulties paying their rent and/or service charges (76%). This may explain why tenants in general said 
investing in services to provide support and advice on claiming benefits and paying rent should be the second 
highest priority for investing in services (chart 3.6). 

For leaseholders, satisfaction was significantly lower than average if they had made contact in last 12 months 
(63% v 82% for those who had not been in contact), and for those respondents for whom improving customer 
communication was the top priority (49%). It was also lower than average for those who were not aware of the 
leaseholder focus group (64%), whereas satisfaction was significantly higher for those who were aware of it (80%). 

A difference between 
two groups is usually 
considered statistically 
significant if chance 
could explain it no 
more than 5% of the 
time. 
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3. Services overall 

3.3 Key drivers - overall satisfaction (tenants) 
R Square = 0.696 | Note that values are not percentages but are results of the statistics test. See Appendix A for more details.  

3.4 Key drivers v satisfaction 

key driver coefficient 

satisfaction 

focus 

improve monitor 

maintain 

Quality of 
home 

Repairs 

Enquiries 
generally 

Kept 
informed 

Service 
charge VFM 

0.30

0.17 0.16 0.16

0.10 0.08
0.06

Quality of home Repairs and
maintenance

overall

Enquiries
generally

Listens & acts
on views

Being kept
informed

Service charge
value for money

Neighbourhood
as a place to live

Listen & act 
on views 

A ‘key driver’ analysis uses a 
regression test to check which 
other results in the survey are 
best at predicting overall 
satisfaction. For a more 
detailed explanation of key 
drivers please see Appendix A. 

1st  2nd  3rd  4th  5th  6th 

3.5 Key drivers - overall satisfaction (by stock type) 
R Square (descending) = 0.707, 0.506, 0.734 | Note that values are not percentages but are results of the statistics test.  

0.31

0.19 0.17 0.15
0.12

0.09

0.24

0.13

0.28

0.13

0.26
0.33 0.31

0.22

Quality of home Repairs and

maintenance
overall

Enquiries generally Listens & acts on

views

Being kept

informed

Service charge

value for money

General needs 

Sheltered 

Leasehold 

1st  2nd 2nd 

7th 

Neighbourhood 

3rd  4th  5th  6th 1st 4th  3rd 1st  2nd 3rd  4th 
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3. Services overall 

2.2

2.7

3.1

3.1

3.7

2.5

2.7

2.8

2.9

4.1

2.0

4.2

2.8

2.7

3.2

Tackling ASB 

Support and advice on 
claiming benefits and 
paying rent 

Improving customer 
communication 

Reducing under-
occupation and making 
best use of housing 

Help accessing 
employment and training 

General needs 

Sheltered 

Leasehold 

3.7 Priorities for investing in service - full results 
  

%   

 Base 1st  
Place 

2nd 
place 

3rd 
place 

4th 
place 

Support and 
advice on 
claiming benefits 
and paying rent 

387 
197 
243 

27 22 19 17 

Tackling ASB 
392 
198 
256 

40 25 20 10 

Help accessing 
employment and 
training 

378 
192 
245 

4 15 18 31 

Reducing under-
occupation and 
making best use 
of housing 

378 
195 
248 

18 18 21 20 

1st  
Place 

2nd 
place 

3rd 
place 

4th 
place 

30 19 18 20 

24 29 24 18 

4 7 16 25 

22 19 22 25 

1st  
Place 

2nd 
place 

3rd 
place 

4th 
place 

5 7 13 17 

48 20 19 12 

9 20 25 32 

24 23 26 15 

5th 
place 

16 

5 

32 

23 

5th 
place 

13 

5 

48 

12 

5th 
place 

58 

2 

13 

11 

Improving 
customer 
communication 

385 
199 
252 

17 20 20 21 22 23 27 19 11 20 20 29 15 21 15 

3.6 Priorities for investing in services - average rank 
Note that this is an average rank, not a percentage, with 1 being the highest and 5 the lowest 
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4. The home 

For the 2016 sample, satisfaction with the quality of the home was the primary key driver that best predicted 
overall satisfaction (chart 3.3), so it was pleasing to find this was one of the key service areas where satisfaction 
had increased significantly since 2014 (84%, up from 81%). At the opposite end of the scale one in ten remain 
dissatisfied (11%). Nevertheless, CBH’s overall score is now closer to the HouseMark benchmark median for other 
landlords (86%).  

Similar to other findings in this report, the improvement is largely driven by the general needs population 
amongst whom satisfaction is up four points from 79% in 2014 to 83%. Satisfaction amongst sheltered tenants 
has not changed but remains very high with 94% of this group satisfied with the quality of their home, including 
nearly two thirds who were ‘very satisfied’ (63%). 

The rating for the ‘quality’ of the home was also paired with a rating for the ‘condition’, and it is noticeable that 
there remains a gap between the two in terms of the level of satisfaction amongst tenants, however this 
difference is not as pronounced as it was two years ago. Amongst the current tenant sample four out of five 
respondents were satisfied with the condition of their home, a significant improvement on the 76% who said the 
same in 2014. One in seven tenants in the sample remain dissatisfied (14%). 

  % 

sa sfied with the quality of 
the home 

 % 

sa sfied with the condi on 
of the home 

193



 12 

4. The home 

4.1 Satisfaction with the home (tenants) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Quality of your home  84 81 +/-   
2.4 

 

Condition of your 
home 

 80 76 +/-   
2.7 

 

40 5 7 4 
86 

3rd 

% Bases (descending) 871, 865 | Excludes non respondents.  

44 

36 6 10 4  44 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Sheltered  94 94 +/-  
2.6 

 

General needs  83 79 +/-   
3.2 

 

Leaseholders  79 72 +/-   
4.7 

 

63 3 2 1 

82 

2nd 

93 

2nd 
31 

23 6 8 6  56 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

38 5 7 5  46 

4.2 Satisfaction with home/leasehold property (by stock) 
% Bases (descending) 336, 536, 286 | Excludes non respondents.  

Satisfaction did vary by property type albeit not significantly, although this was heavily linked to stock type and/
or the age profile of tenants. The small group of tenants living in bedsits reported higher than average levels of 
satisfaction with both the quality and condition of their home (88% and 86% respectively). In contrast, 
respondents living in flats were the least satisfied group overall in terms of the quality and condition of their 
home (83% and 80%). 

When analysed by ward, whilst there were of course some differences in the results only one varied significantly 
from the norm. From table 4.4, it is clear that tenants in Old Heath and Hythe were significantly less satisfied with 
both the quality and condition of their homes (78% and 62%), albeit the former was only significant when the 
confidence level was reduced to 90%. Tenants in Prettygate, were significantly more satisfied with the condition 
of their homes (83%), the only ward where satisfaction varied significantly from average but again only at the 
90% confidence limit. 

In terms of demographic results, there was the usual pattern of results by 
age group for both quality and condition of the home, being once again 
significantly lower than average for 16-34 year olds (71% and 67% 
respectively), with those aged 65+ were rating it much higher 
(92%/90%). That said, satisfaction with the quality of the home amongst 
the under 35s was up 9%, with the condition up even more compared to 
the 2014 sample having increased 20% (was 47%).  

Since 2014, a new contractor has 
been appointed to capital 
investment work, with positive 
results. Many properties have also 
had guttering a fascia replacements, 
as well major refurbishments for 
two sheltered housing blocks. 

194



 13 

1.7

2.4

2.7

3.2

1.8

2.6

2.4

3.2

1.7

2.8

2.4

3.2

4. The home 

 

4.3 Priorities for investing in improving homes - average rank 
Note that this is an average rank, not a percentage, with 1 being the highest and 4 the lowest 

Repairs and maintenance 

Making your home more 
energy efficient 

Clean and safe communal 
areas 

Environmental 
improvements/ estate 
regeneration 

General needs 

Sheltered 

Leasehold 

4.4 Priorities for investing in improving homes - full results 

  %   

 Base 1st  
Place 

2nd 
place 

3rd 
place 

4th 
place 

1st  
Place 

2nd 
place 

3rd 
place 

4th 
place 

1st  
Place 

2nd 
place 

3rd 
place 

4th 
place 

Environmental 
improvements/ 
estate 
regeneration 

374 
201 
236 

10 12 29 49 12 10 23 55 20 12 25 44 

Making your 
home more 
energy efficient 

376 
203 
239 

27 28 25 20 23 22 32 24 21 16 29 34 

Clean and safe 
communal areas 

371 
204 
240 

11 31 32 26 21 38 27 15 23 30 30 18 

Repairs and 
maintenance 

385 
207 
245 

55 29 13 4 46 31 18 4 44 40 14 2 

Finally, when asked to prioritise areas for investing in improving homes, tenants were clear in stating repairs and 
maintenance should be the top priority (55% of general needs, 46% of sheltered tenants). Having clean and safe 
communal areas was the second priority for sheltered tenants whereas making homes more energy efficient 
occupied this rank for general needs (chart 4.3). Whilst leaseholders also agreed the repairs and maintenance 
service should be the main priority, this group prioritised clean and safe communal areas over making homes 
more energy efficient. 
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4.4 Satisfaction with home by ward (tenants) 

  % satisfied 

 Sample 
size 

Quality of the 
home 

Condition of the 
home 

Overall 883 84 80 

Urban 668 85 81 

Rural 212 82 79 

Berechurch 108 84 82 

Castle 25 81 81 

Greenstead 207 85 81 

Highwoods 8 100 97 

Lexden & Braiswick 41 82 75 

Marks Tey & Layer 20 86 79 

Mersea & Pyefleet 27 88 84 

Mile End 19 85 92 

New Town & Christ Church 11 86 86 

Old Heath & Hythe 69 78 62 

Prettygate 51 88 83 

Rural North 41 74 75 

Shrub End 100 89 85 

St Anne's & St John's 72 85 81 

Stanway 44 87 78 

Tiptree 25 77 82 

Wivenhoe 14 93 96 

4. The home 

 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on 
statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 
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5. Rent and service charges 

In the context of welfare benefit reform, value for money is always going to be an important topic, with 
satisfaction with the value for money of the service charge again emerging as a key driver of tenant satisfaction 
overall (chart 3.3). 

Interestingly, satisfaction with the value for money for rent was not a key driver for the current sample, having 
been so in 2014, albeit the least influential of the six to emerge from the statistical test in that survey. However, 
this was one of only two key service areas where satisfaction had increased significantly since 2014 with 86% of 
tenants satisfied, an increase of 6% from the previous survey. Indeed, around a half of those who responded were 
‘very satisfied’ with their rent (49%). As a consequence of this improvement, this result is now 3 points above the 
benchmark median (83%) with CBH appearing in the second quartile of landlords. 

Satisfaction was up for both sheltered (85% was 83%) and general needs tenants (66%, was 63%), however 
neither increase was quite big enough to reach the threshold of statistical significance. 

Interestingly, both the youngest and oldest age categories were similar in their rating for their rent (90% of the 
under 35s satisfied, 91% of those aged 65 or over), with the latter the only group rating it significantly higher 
than average. As in 2014, satisfaction was lowest amongst the 35-49 year olds (79%), although this was only 
significant at the 90% confidence level. 

 % 

satisfied with the value for 
money for rent 

 % 

satisfied with the value for 
money for service charge 
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5. Rent and service charges 

5.1 Rent and service charge value for money (tenants) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Value for money       
for rent 

 86 80 +/-   
2.4 

 

Value for money for 
service charges 

 68 66 +/-   
3.5 

 

49 6 4 4 

69 

3rd 

83 

2nd 

% Bases (descending) 825, 648 | Excludes non respondents.  

37 

32 15 7 10  36 

  
%  

satisfied 
2016  

 
error  

margin 
bench 
mark 

Sheltered  85 +/-  
4.0 

 

General needs  66 +/-   
4.7 

 

Leaseholders  63 +/-   
5.6 

 

%  
satisfied 

2014 

83 

63 

56 

53 8 6 1 

65 

2nd 

83 

2nd 
32 

19 13 13 11  44 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

29 16 7 11  36 

48 

1st 

5.2 Satisfaction with service charge value for money (by stock) 
% Bases (descending) 300, 390, 285 | Excludes non respondents.  

Once again, those receiving housing benefit were significantly more satisfied 
than those who do not (90% v 78%). Interestingly, whilst there was a 
significant difference in this score depending on whether respondents had 
experienced financial difficulties or not (82% and 88% respectively), it was 
noticeable that even amongst those who had experienced some financial 
difficulties, satisfaction was up 12% compared to 2014 (was 70%). Whilst 
there were no significant differences by ward or type of property, 
respondents in neighbourhood zone 4 were significantly more satisfied than 
average with their rent in terms of value for money (90%). 

In addition to the rent, most tenants and residents also paid a service charge. Services charges can often be less 
well understood or potentially contentious, to the extent that value for money ratings are normally a little lower 
in comparison to those for rent. This is certainly the case for CBH with two thirds satisfied with the value for 
money for their service charge (68%), eighteen points less than the equivalent score for rent. Nevertheless, this 
score had improved by two points since 2014 (was 66%), which meant the result was now broadly at the level 
expected with a benchmark median of 69% for other similar landlords. 

 

 

S

G

A purple icon indicates that a 
rating has changed since the 
last survey by a statistically 
significant amount that is 
unlikely to be due to chance. 
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5. Rent and service charges 

5.3 Service charge information (leaseholders) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Ease of understanding 
the statement 

 85 81 +/-   
4.2 

 

Information on how it 
is calculated  

 76 71 +/-   
5.0 

 

Consultation when   
the charge is set 

 51 50 +/-   
6.0 

 

31 7 5 4 

69 

1st 

73 

1st 

% Bases (descending) 282, 279, 270 | Excludes non respondents.  

54 

23 10 8 6  53 

13 27 10 12  38  51 

2nd 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

It should also be noted that the service charge question is not commonly a key driver, but for tenants, primarily 
general needs tenants, this does appear on the list, albeit not as influential as other key areas (chart 3.2).  

There was a predictable variation in this result by stock, with those in sheltered accommodation more satisfied 
than those in general needs (85% v 66%). Similarly, older tenants, aged 65 or over were significantly more 
satisfied than average (78%), however it was interesting to find those aged 50-64 were the least satisfied age 
group (58%) a significant difference.  

Whilst there was no significant variation in this score by ward there was by neighbourhood, with respondents in 
zone 5 significantly less satisfied than average (60%). It was also lower than average for those who did not receive 
housing benefit and/or have experienced financial difficulties paying their rent and service charge (57% and 58% 
respectively). 

Mirroring the 2014 findings, this was the only key question where there was a significant difference by ethnic 
background, with BME tenants more satisfied than the majority of White British respondents (93% v 67%), but it 
is not clear exactly why this was the case (table 14.13). 

Leaseholders obviously have a different relationship with CBH, with the service charge being all that they pay. 
Nearly two thirds of this group were satisfied that it represented value for money (63%), which is up seven points 
from 2014 (was 56%) although the difference was not significant due to the smaller base size of the survey. A 
quarter remain dissatisfied (24%) but this was down from 30% who said the same in 2014. Furthermore, when 
compared to its peers, CBH fare very well with satisfaction amongst this group fifteen points above the 
HouseMark benchmark median, putting the organisation in the top quartile of landlords. 

Once again, the more detailed questions on the information and consultation from CBH on the services charges, 
also compared very favourably against benchmark data (chart 5.3) with satisfaction improving across the board. 
The vast majority continue to believe that the service charge statement was easy to understand (85%), with this 
score up four points compared to the 2014 survey. Similarly, three quarters were satisfied with the information on 
how the charge was calculated (71%), an increase of 5% from the previous survey. 
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6. Information and involvement 

Listening and acting upon views was a key driver of overall satisfaction for all tenant respondents, but particularly 
so for those in sheltered accommodation (chart 3.5). As such, it is a little disappointing to find that the proportion 
of tenants who were satisfied with CBH’s performance in this regard has barely changed since 2014 (64%, was 
63%), with this result four points below the benchmark median for similar landlords, with CBH’s score now in the 
third quartile. 

Once again, general needs tenants were less satisfied than those in sheltered accommodation (63% v 74%), 
although it should be noted the latter score is almost identical to the benchmark median for that group, whereas 
the general needs rating, like that for tenants as a whole, is seven points below its equivalent average. 

However, satisfaction amongst leaseholders was up significantly from 35% to 47%. Around a quarter remain 
dissatisfied (26%), but this was an improvement on the 31% who said the same two years ago.  

Whilst this did not appear as a key driver of satisfaction overall for leaseholders, it was replaced by satisfaction 
with enquiries generally which is quite similar in its nature and was a new rating for the survey in 2016. 

One way leaseholders can be involved is through the leaseholder focus groups, and it is positive to note that half 
of this group were aware of them. Awareness of the focus groups reached 65% for those aged 65 and over, but 

  % 

felt CBH listened and took 
their views into account 

 % 

said CBH were good at 
keeping them informed 
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6. Information and involvement 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Sheltered  74 73 +/-  
4.8 

 

General needs  63 62 +/- 
4.1 

 

Leaseholders  47 35 +/-   
5.8 

 

34 15 8 3 

64 

3rd 

73 

2nd 
40 

7 27 15 11  41 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

21 21 10 7  42 

  
%    

satisfied 
2016 

 
error 

margin 

CBH listen to your views 
and act upon them 

 64 +/- 
3.2 

%    
satisfied 

2014 

63 

bench 
mark 

 

6.1 Resident involvement (tenants) 
% Base 849 | Excludes non respondents  

10 7 
68 

3rd 
20  41  22 

6.2 Resident involvement (by stock) 

only 25% for the small proportion of under 35s in the sample. Increasing awareness further may indeed be one 
strategy to help improve the rating for listening to customers as there was a relationship between the two – 58% 
were satisfied amongst those who knew of the groups, 36% amongst those who did not. 

Moving on to consider what tenants thought of the level of information provided by CBH, it was again the case 
that the results were slightly, albeit not significantly, better than those achieved in 2014 (78%, was 76% positive) 
and as a consequence now closer to the benchmark target of 79%. Similar to the previous findings, the main 
difference in this result was by age, with the results ranging from 61% for 35-49 year olds to 89% of the over 65s 
(table 14.10). There were no differences by any other demographic group. By 
ward, only one varied significantly from the norm with respondents in Prettygate 
the most satisfied (88%). 

However, the opposite was true for leaseholders as a smaller proportion of this 
group rated CBH as ‘good’ this year (63%, was 70%), however CBH still compare 
favourably with its peers in this regard (median 59%). This was a key driver of 
satisfaction overall for leaseholders and far more influential for this group than it 
was for tenants (chart 3.5), and so remains an area for CBH to focus on in if 
satisfaction amongst this group is to continue to rise. 

Finally, it was positive to find two thirds of tenants (65%) said they read all or 
most issues of the newsletter that they receive, with the bulk of the remainder 
saying they read it occasionally (25%). Only one in twelve say they never or rarely 
read it. Older tenants aged 65 or over were more likely to read all or most issues 
(76%), whereas this figure fell to one in three of the under 35s (35%). Indeed, a 
fifth of respondents in the youngest age category said they never, or very rarely 
read the newsletter.  

Half (50%) of 
leaseholders were aware   
of the leaseholder  

focus groups 
 

% Bases (descending) 324, 523, 284 | Excludes non respondents 

 Two thirds of 
tenants read most 

issues of the newsletter, 
a quarter read it 
occasionally   

 

39 

1st 
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6. Information and involvement 

  
%  

good 
2016  

%  
good 
2014 

 
error  

margin 
bench 
mark 

Sheltered  86 81 +/-  
3.8 

 

General needs  77 76 +/- 
 3.6 

 

Leaseholders  63 70 +/-   
5.6 

 

45 7 5 2 

79 

3rd 

84 

2nd 
41 

14 14 14 10  49 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very poor fairly poor neither fairly good very good 

34 12 7 4  43 

59 

2nd 

  
%    

good 
2016 

 
error 

margin 

Kept informed about 
things that affect you 

 78 +/- 
2.8 

%    
good 
2014 

76 

bench 
mark 

 

6.3 Information (tenants) 
% Base 860 | Excludes non respondents  

7 4 
79 

3rd 
11  43  35 

6.4 Information (by stock) 
% Bases (descending) 327, 530, 285 | Excludes non respondents  

6.5 Leaseholder information (leaseholders) 
  

%  
satisfied 

2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

The Leaseholder 
Newsletter  75 72 +/-   

 
 

Obligations under 
terms and conditions 
of your lease 

 75 78 +/-   
 

 

Website as a source of 
useful information  45 38 +/-   

 
 

24 18 3 4 

75 

2nd 

% Bases (descending) 270, 283, 208 | Excludes non respondents.  

52 

19 15 6 4  56 

12 46 5 3  34  38 

1st 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 
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7. Customer service 

The customer service experience was clearly central to tenants perceptions of CBH as a whole, so much so that 
satisfaction with how enquiries are dealt with generally was the third key driver of satisfaction overall (chart 3.3), 
but the primary driver for leaseholders.  As such, it was very positive to find the vast majority of tenants were 
satisfied with this, including 40% that were ‘very satisfied’. Although around one in ten were dissatisfied (9%), 
satisfaction overall is at the level expected of other similar landlords (benchmark median 84%), with CBH 
appearing in the second quartile of scores. Unfortunately, this question was new to the 2016 survey therefore no 
historical data exists with which to compare it against.  

Due to the complexities of dealing with complaints, questions on this subject generally receive lower ratings and 
so it transpires here with two thirds of tenants satisfied with the way CBH deals with complaints (65%). Whilst a 
sizeable proportion were ambivalent (17%), which can often be explained by a lack of knowledge on this subject, 
it is noticeable one in five were dissatisfied, including 10% that were ‘very dissatisfied’. The tenant rating is five 
points below the level expected with a benchmark median of 70% for comparable landlords putting CBH in the 
bottom quartile. 

There was nothing of note in terms of demographic differences with these scores other than older tenants (aged 
65 or over) were significantly more satisfied than average with the way enquiries and complaints are handled 
(90% and 77% respectively). In contrast, those aged 35-49 were significantly less satisfied with each service (75% 
and 53%). 

  % 

satisfied with ability of staff 
to deal with query quickly 
and efficiently 

  % 

satisfied with the final 
outcome of their query 
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7. Customer service  

7.2 Enquiries and complaints (leaseholders) 

  
%  

satisfied 
2016  

 
error  

margin 
bench 
mark 

How enquiries are 
dealt with generally 

 61 +/-  
5.8 

 

How CBH deals with 
complaints 

 50 +/-   
6.4 

 

17 14 12 12 

% Bases (descending) 269, 235 | Contact in last 12 months. Excludes non respondents. 

44 

11 20 16 15  39 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

7.1 Enquiries and complaints (tenants) 

  
%  

satisfied 
2016  

 
error  

margin 
bench 
mark 

How enquiries are 
dealt with generally 

 85 +/-  
2.4 

 

How CBH deals with 
complaints 

 65 +/-   
3.5 

 

40 7 5 4 

70 

4th 

84 

2nd 

% Bases (descending) 848, 723 | Contact in last 12 months. Excludes non respondents. 

45 

31 17 9 10  34 

The ratings provided by leaseholders were predictably lower than for tenants with three fifths satisfied with how 
enquiries are dealt with generally (61%) and half satisfied with the way CBH deals with complaints (50%). 
Interestingly, satisfaction with both was significantly lower than average for those who had been in contact in the 
previous year (50% and 40% respectively. 

When tenants were asked about their most recent experience of contacting CBH, satisfaction with the final 
outcome of their query has not changed since 2014 (70% satisfied), and is broadly in line with the benchmark 
median (72%). Once again, this was significantly higher than average for the over 65s (80%), but significantly 
lower for those aged 35-49 (61%). Unsurprisingly this was rated significantly lower by the very small group of 
tenants who had made a complaint or reported ASB to CBH in the previous twelve months. 

Around three quarters of tenants (77%) were also satisfied with the ability of the staff to deal with their query, 
with this too showing little change since 2014 (was 76%). And therefore remained slightly below the benchmark 
median (79%).  

The only variation of note amongst these results by demographic group was again age related with older tenants 
significantly more satisfied, and those aged 35-49 less so. However, it was interesting to find those respondents 
who had received advice and support from CBH in moving or swapping their home were significantly less 
satisfied with the final outcome of their query. A similar pattern is evident for those who have had advice/support 
managing their finances and paying rent. 

42 

1st 

54 

1st 

204



 23 

7. Customer service  

7.4 Customer service - last contact (leaseholders) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Ability of staff to deal 
with the query 

 51 46 +/-  
8.3 

 

The final outcome  40 39 +/-   
8.2 

 

18 7 26 16 

40 

2nd 

50 

2nd 

% Bases (descending) 141, 137 | Contact in last 12 months. Excludes non respondents. 

33 

17 9 21 30  23 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

7.3 Customer service - last contact (tenants) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Ability of staff to deal 
with the query 

 77 76 +/-  
3.7 

 

The final outcome  70 70 +/-   
4.2 

 

42 6 9 9 

72 

3rd 

79 

3rd 

% Bases (descending) 556, 511 | Contact in last 12 months. Excludes non respondents. 

34 

43 9 8 13  27 

In terms of the ability of staff to deal with queries, it was unsurprising to find this was rated significantly lower 
than average by those tenants ranking improving customer communication as the top priority. 

When considering how leaseholders answers these questions, it is positive to find this group were more satisfied 
with the ability of staff (51%, up from 46%). Despite the improvement not being significant, it was enough to 
elevate CBH’s score into the second quartile being a point above the benchmark median. Satisfaction with the 
final outcome of the last contact is at the normal level seen for this type of customer (40% satisfied), however this 
remains an area for CBH to address, as half of leaseholders in the sample were dissatisfied with the outcome of 
their last query (51%), the majority of whom were ‘very dissatisfied’.  

In terms of the way tenants and residents preferred to have contact with CBH, it 
was notable that communication in writing and by telephone were equally 
valued (both 59% for general needs tenants), as surveys with other providers 
often reveal a strong preference for telephone. The exception to this pattern 
were leaseholders, amongst whom communication in writing was again the 
method of choice.  

  63%       
of tenants had made 

contact in the last 

year, as had 49%   
of leaseholders 
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7. Customer service  

7.5 Preferred methods of contact and being kept informed 
% Base (descending) 544, 339, 290 | More than one answer allowed.  

59

59

42

25

24

18

16

8

6

3

2

51

52

42

12

42

10

17

5

22

3

1

42

70

57

39

16

11

9

13

7

2

0.3

Telephone 

In writing 

‘Housing News and 
Views’ by post 

Visit by staff 

Text/ SMS 

Visit to the office 

‘Housing News and 
Views’ by e-mail 

Open meetings 

No answer 

Other 

Email 

General needs 

Sheltered 

Leasehold 
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8. Online services 

Across both the housing sector, and more widely in both the public and private sectors, organisations are 
investigating how new channels of communication might help them to improve their levels of customer service, 
alongside offering efficiency savings. 

A major factor in this is obviously whether or not tenants even have access to the internet, so the first question 
that was asked on this topic was whether or not respondents even used internet services. Just over half of tenants 
have used the internet with usage most common amongst general needs tenants than those in sheltered 
accommodation (56% v 37%). Clearly, this is age dependant, with only 27% of those aged 65+ making use of the 
internet compared to 94% of the under 35s.  

This question was actually asked in terms of the methods people used to access Facebook, apps, websites etc. The 
most common method for tenants was PC or laptop (64% for both general needs and sheltered), but this was 
only slightly ahead of smartphones and tablets (52%/51% GN, both 36% SH). This is obviously very pertinent, as it 
demonstrates how critical it is for any new communication channels to be optimised for smartphone. Indeed, 
smartphone was actually the most common means of accessing the internet amongst those aged under 35s. 

It was also interesting how many tenants used an internet connected device through their television, with around 
one in six in the sample using this method. Indeed, amongst the under 50s access using this method was around 
one in five.  

  % 

of tenants have access to 
the internet 

 % 

have used CBH’s website 
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8. Online services  

Amongst those without internet access, around a half claimed that they were simply 
not interested in ever using the internet (47% for general needs, 53% for sheltered 
tenants). Around a third of tenants simply said they do not have any access whilst 
cost was a particular barrier for general needs tenants with a quarter blaming 
equipment costs and a fifth claiming connection costs were the reason they do not 
use the internet. 

However, there may still be some room for CBH to assist tenants in gaining more 
digital skills, as a fifth of general needs tenants (21%) and a quarter of sheltered 
tenants (26%) said that they didn’t use the internet because of a lack of confidence/
skills (chart 8.3). 

Around a third of tenants said they have used Colchester Borough Homes’ website 
(34%), with general needs tenants more than twice as likely than those in sheltered 
to have used it (36% v 17%). For both stock types, the primary reason for accessing 
the website was to find out general information about CBH (46%, general needs 
and 53%, sheltered).  

Interestingly, twice as many general needs than sheltered tenants used the website 
to pay rent or service charges (38% v 19%), yet a similar proportion of both groups 
had done so to report a repair (26% and 29% respectively). 

8.1 Online activities 
% Base (descending) 544, 339, 290 | More than one answer allowed.  

  54% 
of tenants 

have used the 
internet incl. 56% 
of general needs and 

37% of sheltered 
tenants  

  69% 
of 

leaseholders had 
access to the 
internet  

42

41

38

33

32

24

19

7

58

24

17

14

13

8

8

10

9

60

40

42

40

19

26

7

None of these 

Send e-mails 

Use Facebook, or 
other social media 

Online banking 

Online shopping 

Use the Council or 
CBH’s online services 

Use other gov’t 
services 

No answer 

General needs 

Sheltered 

Leasehold 
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8. Online services  

8.2 Method of accessing the internet 
% Base (descending) 303, 125, 220 | Have access to the internet. More than one answer allowed.  

64

52

51

19

17

16

64

36

36

13

16

3

72

52

48

6

21

31

PC/laptop at home 

Smartphone 

Tablet 

At a public site (e.g. 
library) 

Smart TV, set top box 
or console 

At work 

General needs 

Sheltered 

Leasehold 

8.3 Reason for not using the internet 
% Base (descending) 214, 182, 70 | Do NOT access the internet. More than one answer allowed.  

47

34

23

21

20

15

9

8

6

3

53

31

17

26

14

18

10

10

8

6

47

41

19

26

19

21

7

13

6

3

Do not want to use it 

Do not have access 

Equipment costs too 
high 

Lack of confidence/ 
skills 

Connection costs too 
high 

Privacy and security 
concerns 

No answer 

Physical disability 

No free internet 
access near me 

Other 
General needs 

Sheltered 

Leasehold 
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8. Online services  

Given the results by stock, it is unsurprising to find younger respondents (aged 16-34) were most likely to say that 
they would use the website (65%), with this falling in direct correlation with age with only 14% of the over 65s 
saying the same. 

Finally, of those who have used the website, it was positive to find the majority found it to be helpful (71%). 
Whilst a fifth were ambivalent (21% ‘neither’) it is important to point out one in twelve found the website to be 
unhelpful (8%). Like all results in this section this result varied by age and ultimately stock, with younger tenants 
finding the website more helpful than older respondents, although the value of the website did not vary as much 
as other aspects in this section (73% of the under 35s ‘helpful’, 66% for the over 65s). 

8.4 Reason for using the CBH website 
% Base (descending) 193, 59, 98 | Have used the CBH website. More than one answer allowed.  

46

38

26

22

21

17

13

12

7

53

19

29

27

22

15

12

7

7

58

26

24

10

29

12

9

4

5

General information 
about CBH 

To pay rent or service 
charges 

To report a repair 

Other 

To contact CBH with 
a general query 

To get a form or 
document 

News and events 

To get rent or 
benefits advice 

To report ASB 

General needs 

Sheltered 

Leasehold 

  34% 
of tenants 

have used the CBH 
website incl. 36% of 
general needs and 17% 

of sheltered  

  34% 
of 

leaseholders have also 
used the CBH 

website  

  
%   

helpful 
2016  

 
error 

margin  

Helpfulness of CBH website  71 +/- 
5.9 

 

8.5 Helpfulness of the website (tenants) 
% Base 269 | Have used the CBH website. Excludes non respondents  

71 8 

unhelpful neither helpful 

21 
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9. Repairs and maintenance 

The repairs and maintenance service is typically amongst the most important aspects of service provision for 
tenants, which is reflected in the fact that this is the top priority for investing in improving homes for both 
general needs and sheltered tenants (chart 4.3). Furthermore, the repairs and maintenance service was the second 
most important key driver of satisfaction overall for this sample having previously been the primary one for those 
in 2014. It is therefore very positive to find satisfaction had improved slightly with this aspect of the service (78%, 
was 77%), and is now closer to the HouseMark benchmark median (80%).  However, work remains to be done by 
CBH in this area, as around one in six remain dissatisfied with this service (16%). 

It is entirely possible that some respondents’ last experience of the repairs and maintenance service was some 
time ago, and this should be taken into account when interpreting the overall satisfaction score for this service.  
In addition, when considering their answer it is likely that respondents also factor in their experience of cyclical 
maintenance and improvement work. Therefore, how recent users of the repairs service rate their last competed 
repair is perhaps the best measure of how day to day response repairs are performing.  With that in mind it is 
positive to find more of the overall sample were satisfied with the repairs service received on the last occasion 
(83%) a result which is an improvement from 2014 (was 81%) and now closer to the benchmark median. 

When asked how easy it was to report their repair, it was pleasing to find the vast majority of tenants who had 
used the service in the last 12 months were satisfied in this regard (84%), more than half of whom were ‘very 
satisfied’ (55%). However, around one in eight were actively dissatisfied with this aspect of the service. 

quality of repair 

job expected 

right first time 

dirt & mess to a minimum 

 % 

satisfied with the service 
overall 

are the key drivers  
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9. Repairs and maintenance 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Sheltered  88 89 +/-  
3.6 

 

General needs  77 76 +/-   
3.6 

 

Leaseholders  55 48 +/-   
5.8 

 

55 5 2 

79 

3rd 

89 

3rd 
33 

9 17 17 12  46 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

43 6 8 8  34 

48 

1st 

  
%    

satisfied 
2016 

 
error 

margin 

Generally, how repairs & 
maintenance is dealt with 

 78 +/- 
2.7 

%    
satisfied 

2014 

77 

bench 
mark 

 

9.1 Overall repairs satisfaction (tenants) 
% Base 866 | Excludes non respondents  

8 8 
80 

3rd 
6  34  44 

9.2 Overall repairs satisfaction (by stock) 
% Bases (descending) 329, 535, 285 | Excludes non respondents. 

Mirroring other results throughout the survey findings, older tenants were significantly more satisfied than 
average (90%), and those aged 35-49 significantly less so (74%). There were also some stark differences in this 
result by ward and neighbourhood zone, however care should be taken when interpreting these results, 
particularly at ward level, due to the small sample sizes involved. By ward, satisfaction was significantly higher 
than average amongst those from Greenstead (90%), but lower for those in Rural North (50%). In terms of 
neighbourhood zones, satisfaction levels were significantly higher in zone 6, but significantly lower than average 
in zone 3 (92% and 64% respectively). 

To better understand satisfaction with response repairs, there were a further set of detailed questions asked 
about respondents’ last completed repair if they had one within the last twelve months (68% of the sample). 
Where previous data is available it is pleasing to find satisfaction is broadly the same, but had improved 
significantly in two areas regarding timeliness, which had previously shown a significant decline (chart 9.8).  

The two aspects of the service to show a significant improvement are the speed of completion (84%, up from 
79%) and the time taken before work started (80%, was 75%). The improved score for both is obviously welcome 
as it reverses the previously observed decline, and represents the biggest increase in satisfaction for any aspect 
of the service. Furthermore, the increase in satisfaction for the time taken before work started is enough to raise 
it above the benchmark median of 78% putting CBH’s score into the second quartile, one of only two aspects of 
the service to be rated above average.  

Another way to shed further light on these results was to run a key driver analysis which to remind the reader is 
a statistical analysis called a regression that identifies the detailed rating statements that were the best 
predictors of satisfaction of an overall score. The result of this analysis is shown in chart 9.6. Whilst this analysis 
reveals seven key drivers, the quality of the work is clearly the most influential, and it was notable that the top 
three were about quality rather than timeliness. 

5 
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9. Repairs and maintenance 

The rating for the quality of the repair was has not changed (84%), but is the other 
aspect of the service to be rated slightly better than average. The second strongest 
driver of satisfaction was doing the job expected and this too has not changed since 
2014 (83%) but is almost identical to the benchmark median (84%). Completing the 
repair right first time completes the top three most influential aspects of the service 
but once again this was the lowest rated (76%, was 74%). It is not uncommon in 
other tenant surveys for this to be ranked at the bottom, however the result for CBH 
is three points below the benchmark median (79%).  

Similar to other findings throughout this report, older residents, aged 65 or over were vastly more satisfied with 
the repairs service overall than the rest, particularly compared to those aged under 35 (88% v 60%). As a 
consequence, there was a large difference between the two stock types, with those in sheltered accommodation 
more positive about the service than those in general needs housing (88% v 77%). These patterns were also 
evident across the detailed questions in this section. Satisfaction varied by neighbourhood zone, being 
significantly higher than average in zone 6 but significantly lower in zone 3 (82% and 72%), with this pattern also 
evident throughout the more detailed questions in chart 9.8.  

As leaseholders receive only a very limited repairs service compared to tenants it is perhaps unfair to compare the 
two findings for each stock type.  Nevertheless, more than half of this group were satisfied generally with the 
repairs and maintenance service they received, which represents a 7% increase on the 2014 findings (55% v 48%) 
and was now rated higher than expected (benchmark median 48%). One in six remain ambivalent which perhaps 
suggests a lack of recent experience with this service. 

When respondents were asked in a little more detail about the different types of repairs services they might 
receive, it was very pleasing to find the results had improved and in the case of external building repairs by a 
significant margin (57% satisfied, up from 48%). Repairs to communal areas were also rated better than in 2014 
(51%, up from 43%), however just over a quarter were dissatisfied with each.  

  68% of  
tenants had a  
repair in the  
last year 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

  
%    

satisfied 
2016 

 
error 

margin  

Ease of reporting last 
repair 

 84 +/- 
3.1 

 

9.3 Ease of reporting last repair (tenants) 
% Base 593 | Reported a repair in last 12 months. Excludes non respondents  

6 6  4  29  55 

  
%  

satisfied 
2016  

 
error  

margin  

Sheltered  90 +/-  
4.1 

 

General needs  83 +/-   
3.8 

 

67 3 2  23 

54 4 6 7  30 

9.4 Ease of reporting (by stock) 
% Bases (descending) 204, 370 | Reported a repair in last 12 months.  Excludes non respondents. 

5 
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9. Repairs and maintenance 

9.6 Key drivers - satisfaction with last repair (tenants) 
R Square = 0.837 | Note that values are not percentages but are results of the statistics test. See Appendix A for more details.  

9.7 Key drivers v satisfaction 

key driver coefficient 

satisfaction 

focus 

improve monitor 

maintain 

Attitude of 
workers 

Speed of 
completion 

Right first 
time 

Quality of 
work 

Job 
expected 

0.41

0.21 0.19
0.12 0.12

0.07 0.04

Quality of work Job you
expected

Right first time Dirt and mess to
minumum

Speed of
completion

Attitude of
workers

Told when
workers would

call

A ‘key driver’ analysis uses a 
regression test to check which 
other results in the survey are 
best at predicting overall 
satisfaction. For a more 
detailed explanation of key 
drivers please see Appendix A. 

1st  2nd  3rd  4th  5th 

  
%    

satisfied 
2016 

%    
satisfied 

2014 
bench 
mark 

Repairs service received 
on this occasion 

 83 81  

 
error 

margin 

+/- 
3.1 

9.5 Last repair (tenants) 
% Base 577 | Reported a repair in last 12 months. Excludes non respondents  

4 7 
85 

3rd 
6  23  61 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

6th  7th 

Dirt & mess 
to a 

minimum 

Told 
when 

workers 
calling 
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9. Repairs and maintenance 

9.8 Last completed repair (tenants) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Attitude of workers  90 94 +/-  
2.4 

 

Keeping dirt and mess   
to a minimum 

 88 91 +/-   
2.7 

 

Being told when workers 
would call 

 84 84 +/-   
2.9 

 

Speed of completion  84 79 +/-   
3.0 

 

Overall quality of repair 
work 

 84 84 +/-   
3.0 

 

The workers doing      
the job expected 

 83 83 +/-   
3.0 

 

Being able to make an 
appointment 

 81 81 +/-   
3.3 

 

Time taken before    
work started 

 80 75 +/-   
3.4 

 

Repair being done   
‘right first time’ 

 76 74 +/- 
3.5 

 

72 4 2 3 
93 

4th 

% Bases (descending) 581,582,590,575,583,581,571,572,582 | Repair in last 12months. Excludes non respondents. 

19 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

91 

4th 

86 

3rd 

85 

3rd 

83 

2nd 

83 

3rd 

84 

4th 

78 

2nd 

79 

3rd 

9.9 Leaseholder repairs (leaseholders) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

External building repairs 
and maintenance 

 57 48 +/-  
5.8 

 

Repairs to communal 
areas 

 51 43 +/-   
6.6 

 

14 15 14 14 
48 

1st 

% Bases (descending) 282, 223 | Excludes non respondents. 

44 

43 

1st 
10 21 13 16  41 

66 5 3 4  22 

58 4 6 5  28 

58 4 5 6  27 

60 4 5 6  25 

63 6 4 7  21 

49 7 6 5  32 

46 7 8 7  33 

56 6 8 9  21 
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10. Communal services 

Not all residents received communal cleaning services, but those who did were asked how satisfied they were 
with the cleaning of internal and external communal areas, in addition to communal window cleaning. As in 
2014, the base sizes were somewhat lower than for many other questions in the survey therefore it was harder to 
detect detailed differences in these scores by sub-group. However, it was positive to find scores for had improved 
for each service for the majority of customers compared to the previous findings although none of the 
improvements were statistically significant.  

Similar to the previous findings, it was evident that the cleaning of communal areas, both internal and external, 
was generally satisfactory for the majority of sheltered tenants (91% and 81% respectively) with these services 
rated higher than in 2014. The satisfaction scores were also reasonable for general needs tenants who received 
these services, although in both cases 22% were dissatisfied, which is a slight increase who said the same in 2014. 
However, leaseholders’ satisfaction for both internal and external communal cleaning was far lower (59% and 
54% respectively), but scores for both had improved. 

The communal window cleaning service continues to improve, but the rate of improvement is starting to slow 
down, with the rating for sheltered tenants up six points to 72%, whereas this service is rated somewhat lower by 
general needs (42%, was 44%).  

The only areas of note from further sub-group analysis of the results in this section was that the internal and 
external cleaning service was rated significantly higher by tenants in zone 6 (83% and 78% respectively), but both 
services were rated significantly lower than average by those in zone 5 (67% and 53%).  

  % 

of tenants receiving the 
service satisfied with 
internal communal cleaning 

 % 

of tenants receiving the 
service satisfied with 
communal window 
cleaning  
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10. Communal services 

significantly better  no significant difference significantly worse  

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

  
%  

satisfied 
2016  

 
error  

margin  

Sheltered  91 +/-  
3.7 

 

General needs  70 +/-   
6.9 

 

Leaseholders  59 +/-   
7.9 

 

%  
satisfied 

2014 

87 

72 

56 

58 2 5 2  33 

14 9 16 15  45 

27 9 11 11  43 

10.1 Internal communal cleaning (by stock) 
% Bases (descending) 231, 172, 150 | Excludes non respondents. 

  
%  

satisfied 
2016  

 
error  

margin  

Sheltered  81 +/-  
5.2 

 

General needs  66 +/-   
7.2 

 

Leaseholders  54 +/-   
8.1 

 

%  
satisfied 

2014 

80 

64 

43 

45 5 10 3  37 

12 12 19 15  41 

24 13 11 11  42 

10.2 External communal cleaning (by stock) 
% Bases (descending) 222, 166, 145 | Excludes non respondents. 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin  

Sheltered  72 66 +/-  
6.1 

 

General needs  42 44 +/-   
7.7 

 

Leaseholders  42 41 +/-   
8.3 

 

38 14 9 6  34 

10 19 21 18  32 

17 23 11 23  25 

10.3 Communal window cleaning (by stock) 
% Bases (descending) 210, 158, 137 | Excludes non respondents. 
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11. Neighbourhood 

Whilst there was no statistically significant change in satisfaction with the neighbourhood since 2014, the score 
had still improved two points (89%, was 87%), and is now comfortably higher than the benchmark median of 
85%. On the opposite end of the scale only 7% were dissatisfied. Satisfaction with the neighbourhood as a place 
to live was also a key driver of overall satisfaction for tenants as a whole, albeit the least influential of the seven 
measures to emerge from the statistics test (chart 3.3). 

Sheltered tenants remain very satisfied in this regard (96%, was 95% in 2014 and 93% in 2010), and whilst 
satisfaction was slightly lower amongst the general needs population, it is pleasing to find nine out of ten 
respondents in this group were also satisfied (88%).  

As seen elsewhere in the results, older tenants had significantly higher levels of satisfaction (95% of those aged 65 
or over) compared to the youngest age group (80% of those aged 16-34), however once again satisfaction was 
significantly lower amongst the 35-49 year olds (76%).  Again, unsurprisingly the small group of tenants who had 
reported anti-social behaviour in the previous twelve-month period were significantly less satisfied with their 
neighbourhood than their peers who had no cause to report such an issue (73% v 89%). 

 % 

of tenants satisfied with 
their neighbourhood as a 
place to live 

 % 

of tenants satisfied with the 
grounds maintenance 
service 
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11. Neighbourhood 

11.1 Neighbourhood overall (tenants) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Neighbourhood as a 
place to live 

 89 87 +/-  
2.1 

 

The overall appearance  79 74 +/-   
2.7 

 

53 36 4 3 
85 

1st 

% Bases (descending) 859, 856 | Excludes non respondents. 

34 7 10 5  45 

11.2 Neighbourhood services (tenants) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 
bench 
mark 

Grounds maintenance 
service 

 76 75 +/-  
2.9 

 

Your Community 
Housing Officer 

 67 59 +/-   
3.5 

 

Community Caretaker 
service 

 60 54 +/-   
4.0 

 

39 9 9 7 
76 

3rd 

% Bases (descending) 823, 638, 522 | Excludes non respondents. 

37 

38 19 6 9  29 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

32 25 6 9  28 

11.3 Safety in local neighbourhood (tenants) 

  
%  

satisfied 
2016  

%  
satisfied 

2014 

 
error  

margin 

During the day  86 92 +/-  
2.3 

At night  73 73 +/-   
3.0 

44 42 4 

% Bases (descending) 859, 835 | Excludes non respondents. 

31 10 9 9  42 

4 

4  6 
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11. Neighbourhood 

Overall satisfaction with the neighbourhood was unsurprisingly slightly higher in rural than in urban areas. By 
ward, levels of satisfaction were significantly higher than average in Lexden and Braiswick, but significantly less so 
in Old Heath and Hythe (97% and 77% respectively), with neighbourhood zones 5 also achieving satisfaction 
significantly below average (84%). In contrast Zones 4 had above average satisfaction, although due to the 
sample sizes this was only statistically significant at the 90% confidence limit (93%, table 11.6).  

When analysed by property type it was interesting to find a significant difference, with those in houses or 
bungalows significantly more satisfied than those in flats (92% v 87%). 

Whilst the actual appearance of the neighbourhood was not as positively rated (79% satisfied), it was positive to 
find this had improved significantly compared to 2014 (was 74%). Furthermore, there was a significant urban/
rural split (77% v 84%), with respondents in neighbourhood zone 5 also significantly less satisfied than average 
(74%). 

Moving on to the grounds maintenance service, it was positive to find three quarters of tenants were satisfied 
with this, which is broadly the same as in 2014 (was 75%) and equal to the benchmark median for other similar 
landlords. However, it was notable that around one in six were dissatisfied with this service.  This is again 
particularly relevant as this is paid for by the service charge, the value for money of which is a key driver of tenant 
satisfaction overall, specifically the general needs population.  

Amongst tenants the urban/rural pattern of results was reversed when considering the grounds maintenance 
service, in particular in Neighbourhood Zone 1 where only 55% of respondents responded positively to this 
question (table 11.6). In contrast, satisfaction was highest in Neighbourhood Zones 4, 5 and 6 where around four 
fifths rated it positively.  

  
%  

satisfied 
2016  

 
error  

margin 
bench 
mark 

Sheltered  72 +/-  
5.6 

 

General needs  57 +/-   
4.7 

 

Leaseholders  49 +/-   
6.5 

 

39 17 6 

64 

4th 

74 

3rd 
33 

9 31 11 10  39 

 Benchmark median 

 Benchmark quartile 
very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

21 23 10 11  36 

  
%    

satisfied 
2016 

 
error 

margin 
bench 
mark 

The way CBH deals with 
ASB 

 58 +/- 
3.7 

 

11.4 How ASB is dealt with (tenants) 
% Base 677 | Excludes non respondents  

9 11 
67 

4th 
22  36  23 

11.5 How ASB is dealt with (by stock) 
% Bases (descending) 246, 421, 226 | Excludes non respondents. 

5 

43 

2nd 
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A difference between two 
groups is usually considered 
statistically significant if 
chance could explain it only 
5% of the time or less. 

It was very positive to discover levels of satisfaction with staff on the ground, either Community Housing Officers 
or the Community Caretaker service, had improved, albeit not significantly. Two out of three were satisfied with 
their Community Housing Officer (67%, was 59%), with three out of five satisfied with the Community Caretaker 
service (60%, up from 54%). In both instances 15% were dissatisfied, with the remainder of respondents ticked the 
middle option, which most likely indicates a lack of knowledge of, or engagement with, these staff members. For 
both of these measures there was a degree of variation between areas, with Housing Officers rated higher than 
average in Urban rather than Rural areas (67% v 64%) and also lower in Neighbourhood Zone 7 with all 
differences significant but only at the 90% confidence level (see table 11.6). 

Even though the majority were satisfied with their neighbourhood as a place to live and there had been a 
significant improvement in its appearance, it was disappointing to find a significant fall in the proportion who felt 
safe where they live during the day (86%, down from 92%). Tenants over 50 felt safer than those who were under 
50 (88% and 81%, satisfied). There were no significant variations by ward or Neighbourhood Zone but satisfaction 
was noticeably lower in zone 5 (82%). 

Three quarters of tenants felt safe at night (73% equal to the 2014 result), but in this instance almost a fifth 
claimed that they felt unsafe (18%). Interestingly, tenants in Neighbourhood Zone 7 were significantly less 
positive (40%, satisfied), whereas those in Zone 4 felt significantly safer (81%). 

Unsurprisingly for both measures, they were strongly linked with experience of anti-social behaviour. Indeed, 17% 
of those who had reported ASB felt unsafe in their neighbourhood during the day, whilst 37% felt unsafe at night. 

Dealing with anti-social behaviour (ASB) was quite important to residents, with both general needs and sheltered 
tenants making this the main priority for investing in services (chart 3.6). As we have already discovered, the 
experience of anti-social behaviour was clearly linked with overall satisfaction – 63% of this group were satisfied 
compared with 86% who had not reported ASB.  Similarly, experience of ASB had a negative impact on 
satisfaction with the neighbourhood overall with 73% of respondents who had reported it satisfied, compared to 
89% who had not. 

As such it was important for Colchester Borough Homes to find out how tenants perceive they deal with such 
incidents. At this point it should be noted by the reader that due to the complexities of dealing with ASB (like 
complaints covered earlier in section 7), questions that ask how reports are handled typically receive lower ratings 
than many others in tenant surveys. Unfortunately, this is particularly true here, with around three out of five 
tenants (58%) satisfied with the way CBH deals with ASB, which is some way off the level achieved by its peers 
(median 67%). Indeed, a fifth were dissatisfied, the majority of whom were ‘very dissatisfied’ (11%). 

However, the pattern of responses was very different for those who had actually reported an incident of ASB, with 
only 27% of this group satisfied, with more than half dissatisfied (51%), the majority of whom were ‘very 
dissatisfied’ (40%). 

11. Neighbourhood 
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11. Neighbourhood 

11.6 Neighbourhood ratings by neighbourhood zone (tenants) 
  % positive 

 

Sam
ple size 

Neighbourhood as a place to live 

Overall appearance 

Grounds m
aintenance service 

Com
m

unity Housing Officer 

Com
m

unity Caretaker service 

Safety in the day 

Safety at night 

Overall 883 89 79 76 67 60 86 73 

Urban  668 88 77 77 67 61 86 72 

Rural 212 91 84 69 64 58 87 74 

Zone 1 27 94 82 55 56 56 95 88 

Zone 2 57 97 90 73 57 61 87 71 

Zone 3 97 91 80 64 68 53 88 74 

Zone 4 200 93 78 79 73 62 89 81 

Zone 5 188 84 74 78 66 61 82 67 

Zone 6 287 86 80 78 67 62 85 71 

Zone 7 25 87 72 59 34 52 94 40 

Leaseholders 290 79 68 72 - 43 81 66 

Zone 1 
Mersea & Pyefleet 
 

Zone 2 
Lexden & Braiswick 
Marks Tey & Layer 
Rural North 
Tiptree 

Zone 3 
Highwoods 
Lexden & Braiswick 
Mile End 
Rural North 
St. Anne’s & St. John’s 
 

Zone 4 
Lexden & Braiswick 
Pre ygate 
Shrub End 
Stanway 

Zone 5 
Berechurch 
New Town & Christ Church 
Old Heath & Hythe 
 

Zone 6 
Greenstead 
St. Anne’s & St. John’s 
Wivenhoe 
 

Zone 7 
Castle 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on 
statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 
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12. Financial advice and support 

When respondents were asked to give their views on the help and support services that Colchester Borough 
Homes provide in order to help customers manage their tenancies, the majority were satisfied with the support 
that they received, with satisfaction levels improving on those previously achieved. 

Once again, for the majority of the results in this section there was a noticeable high proportion of respondents 
who were ambivalent and chose to answer ‘neither’ compared to other similar questions in the survey. This is 
most likely attributed to a lack of awareness or use of these services, this despite the option on the questionnaire 
for ‘not applicable’.  

It is particularly important in the context of welfare benefit reforms that around three out of four respondents 
were satisfied with the advice and information they received on managing their finances including rent payments, 
whilst four out of five felt the same about benefits advice. Both of these scores had improved in the two years 
since the last survey and were both slightly higher than the benchmark medians. Unsurprisingly, satisfaction with 
the advice and support in claiming housing and other welfare benefits was higher for those in receipt of housing 
benefit compared to other respondents (84% v 62%). However this pattern was not reflected in the rating for 
advice with managing finances, as both groups were equally satisfied (both 77%).  

  % 

satisfied with financial 
advice & support from CBH 

 % 

of tenants had difficulties 
paying bills in the last year 
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12. Financial advice and support 

  
%  

satisfied 
2016  

 
error  

margin 
bench 
mark 

Claiming housing and 
other welfare benefits  80 +/-  

3.1 
 

Managing finances  77 +/-   
3.4 

 

Moving or swapping 
home  52 +/-   

4.9 
 

Help with training and 
employment 
opportunities 

 49 +/-   
5.4 

 

%  
satisfied 

2014 

77 

74 

- 

- 

52 14 3 3 

74 

1st 

79 

2nd 
28 

45 17 3 3  33 

In addition, for both questions, tenants who had experienced financial difficulties in the last 12 months, i.e. the 
most likely to use these services, were less satisfied than average (74% claiming benefits, 68% managing finances), 
although the proportion who were dissatisfied remained modest (14% for both). 

Around a half of the sample were satisfied with the advice/support moving or swapping homes as well as help 
with training and employment opportunities (52% and 49% respectively), however in each case, the greatest 
proportion of responses were ambivalent (32% and 40% ‘neither’) which, given the nature of the topic, is most 
likely due to a lack of experience with these particular services. Indeed, only 8% of the sample said they had 
received help moving or swapping home in the last year, and even less had help with training and employment 
(2%, chart 12.1). 

A quarter of tenants had recently experienced difficulties in making at least some of their payments (25%), 
although this was down from 37% in 2014. Of this group, around a half had struggled with their rent or service 
charges, and other household bills (54% and 49% respectively). A third had experienced difficulties with loan or 
credit card payments and slightly more had problems with gas and electricity bills (44%).  

There were big differences by age, however, with 42% of those aged under 
50 having experienced some difficulties, compared to 32% aged 50-64 and 
only 12% of those aged 65+, however compared favourably to the 
equivalent scores two years ago (64% under 50s, 43% aged 50-64 and 18% 
for the over 65s). 

Far fewer leaseholders had experienced similar difficulties (10%, down from 
16%), which included 14 respondents who had struggled with service charge 
payments.  

12.1 Advice and support from CBH (tenants) 
% Bases (descending) 633, 596, 389, 339 | Excludes non respondents  

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

27 32 7 10  24 

21 40 4 7  29 

25% of tenants          
and 10% leaseholders  
had difficulties paying 
 bills/payments  

in the last year 
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12. Financial advice and support 

12.1 Financial advice and support received from CBH in last year (tenants) 

12.2 Type of financial difficulties experienced in last 12 months (tenants) 
% Base 220 | Experienced financial difficulties. More than one answer allowed  

Housing benefit and other 
welfare benefits 

Managing finances and 
paying rent and service 
charge 

Moving or swapping home 

Training and employment 

29

11

8

2

% Base 883 | More than one answer allowed . 63% did not answer this question. 

Rent/ service charge 

Other household bills 

Gas and electricity 

Loans and credit cards 

Other 

54

49

44

36

15
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13. Sheltered housing 

Respondents living in sheltered accommodation are typically the most satisfied group, a pattern which is very 
much evident throughout this and the previous survey results. It was therefore unsurprising that when asked to 
rate the specific services that only they received, in each case the majority of respondents claimed to be satisfied, 
with the scores generally equal to or above the benchmark median. Furthermore, when compared to the 2014 
results, the majority of scores had improved, with a couple remaining static. 

The careline/emergency call system was again the highest rated service, with 94% satisfied compared to only 3% 
who were dissatisfied. Whilst this is one of only two measures not to have improved, it remains slightly higher 
than the score one would typically expect (90%) with CBH appearing in the top quartile.  

The rating for the frequency of contact with support staff shows the greatest improvement (89%, was 82%) 
having previously fallen in 2014 due to changes to the service at the time which led to reduced staff levels. Whilst 
the improvement is not significant, primarily due to the relatively low sample size, it is positive to find this is now 
above the levels expected (benchmark median 87%) with CBH appearing in the second quartile. 

 % 

of sheltered tenants 
satisfied with the service 
from CBH staff 

 % 

of sheltered tenants 
satisfied with frequency of 
contact from CBH staff 
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13. Sheltered housing 

13.1 Sheltered services 

  
%  

satisfied 
2016  

 
error  

margin 
bench 
mark 

The careline/emergency      
call system 

 94 +/-  
2.7 

 

Safety and security                
of the home 

 94 +/-   
2.7 

 

The support plan  92 +/-   
3.1 

 

Ease of accessing all areas     
of home & scheme 

 92 +/-   
3.0 

 

Overall service provided       
by CBH staff 

 89 +/-   
3.5 

 

Frequency of contact         
with support staff 

 89 +/-   
3.6 

 

The facilities at your scheme  88 +/-   
3.6 

 

%  
satisfied 

2014 

94 

93 

88 

92 

86 

82 

87 

67 4 2 <1 
90 

1st 

% Bases (descending) 318,323,290,311,306,296,310 | Excludes non respondents. 

26 

92 

2nd 

92 

2nd 

significantly better  no significant difference significantly worse   Benchmark median 

 Benchmark quartile 

very 
dissatisfied 

fairly 
dissatisfied neither fairly 

satisfied 
very 
satisfied 

87 

2nd 

89 

3rd 

86 

1st 

87 

2nd 

Perhaps as a result of the improvement to the frequency of contact, it is also positive to find sheltered 
respondents are increasingly satisfied with the overall service provided by CBH staff (89%, up from 86%). Once 
again, the increase was not significant but was sufficient to raise it above the benchmark median (87%). 

The ratings for the physical aspects of schemes are generally fairly stable which is certainly the case here. 
Sheltered tenants remain satisfied with the safety and security of their home (94%, was 93%) as well as the ease 
of accessing their home and scheme (92%, unchanged). Furthermore, around nine out of ten sheltered 
respondents were satisfied with the facilities at their scheme (88%), which again is almost identical to that 
reported in 2014 (87%). 

Finally, it was positive to find the majority of sheltered tenants were now 
satisfied with their support plan (92%), an improvement of four points 
compared to the 2014 result.  The margin of error is the amount 

by which the quoted figure might 
vary due to chance. The margin 
gets smaller as the base size 
increases. When comparing two 
scores, remember that each has its 
own independent margin of error. 

62 3 2 1  32 

62 6 2  30 

66 6 1  26 <1 

55 8 2  34 1 

52 6 3  36 2 

55 9 2  33 1 
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14. Respondent profile 

In addition to documenting the demographic profile of the sample, tables 14.10 to 14.13 in this section also 
display the core survey questions according to the main property and equality groups. When considering these 
tables it is important to bear in mind that some of the sub groups are small, so many observed differences may 
simply be down to chance. To help navigate these results they have been subjected to statistical tests, with those 
that can be confidently said to differ from the average score being highlighted in the tables. 

  Total %  Total % 

Berechurch 108 12.2 22 7.6 

Castle 25 2.8 14 4.8 

Greenstead 207 23.4 102 35.2 

Highwoods 8 0.9 0 0.0 

Lexden & Braiswick 41 4.6 12 4.1 

Marks Tey & Layer 20 2.3 4 1.4 

Mersea & Pyefleet 27 3.1 8 2.8 

Mile End 19 2.2 2 0.7 

New Town & Christ Church 11 1.2 4 1.4 

Old Heath & Hythe 69 7.8 30 10.3 

Prettygate 51 5.8 10 3.4 

Rural North 41 4.6 3 1.0 

Shrub End 100 11.3 65 22.4 

St Anne's & St John's 72 8.2 4 1.4 

Stanway 44 5.0 2 0.7 

Tiptree 25 2.8 6 2.1 

Wivenhoe 14 1.6 2 0.7 

14.1 Ward  
Tenants 

Leaseholders 
% Bases  883, 290 

228



 47 

3

46 50

Bedsit Flat House or
bungalow

14. Respondent profile 

  Total %  Total % 

Zone 1 27 3.1 8 2.8 

Zone 2 57 6.5 10 3.4 

Zone 3 97 11.0 12 4.1 

Zone 4 200 22.7 84 29.0 

Zone 5 188 21.3 56 19.3 

Zone 6 287 32.5 106 36.6 

Zone 7 25 2.8 14 4.8 

14.2 Neighbourhood zone  Tenants 

Leaseholders % Bases  883, 290 

14.3 Property type  (tenants) 
% Bases  883 

14.4 Tenant stock type  (tenants) 
% Base  883 | This is weighted to match the population profile  

General 
needs

90

Sheltered
10

14.5 In receipt of housing benefit (tenants) 
% Base  883 

Yes

66
No
34
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14. Respondent profile 

14.8 Disability in household 

2
7

11 14
10 10

24

15

8

0.50
4

7 9 8 10

25

15

6

17

16-24 25-34 35-44 45-54 55-59 60-64 65-74 75-84 85+ No record

14.6 Lead age 
% Bases  883, 290 

Tenants 

Leaseholders 

14.7 Lead gender 
% Bases  883, 290 

% Bases  883, 290 

14.9 Ethnic background 
% Bases  883, 290 | See Appendices D and E for full breakdowns by ethnic background  

Male
32

Female
68

Yes
31

No
69

White 
British
94

BME
4No 

known
2

Male
48

Female

52

Yes
16

No
84

White 
British
55

BME
5

Not 
known
40
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14. Respondent profile 

14.10 Core questions by lead age group (tenants) 

14.11 Core questions by lead gender  (tenants) 

  % positive 

 Overall 16 - 34 35 - 49 50 - 64 

Sample size 883 74 146 246 

Service overall 85 80 74 82 

Quality of home 84 71 78 80 

Rent value for money 86 90 79 81 

Service charge value for money 68 65 62 58 

Listen to views and act upon them 64 58 50 56 

Keep residents informed 78 72 67 70 

Final outcome of query 70 70 61 62 

Repairs & maintenance service 78 60 64 76 

Neighbourhood as a place to live 89 80 76 90 

65+ 

412 

92 

92 

91 

78 

74 

89 

80 

88 

95 

Last completed repair 83 74 74 79 92 

  % positive 

 Overall Male Female 

Sample size 883 280 601 

Service overall 85 84 86 

Quality of home 84 83 85 

Rent value for money 86 86 86 

Service charge value for money 68 67 68 

Listen to views and act upon them 64 62 65 

Keep residents informed 78 77 79 

Final outcome of query 70 66 71 

Repairs & maintenance service 78 76 79 

Last completed repair 83 84 83 

Neighbourhood as a place to live 89 88 89 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on 
statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 
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14. Respondent profile 

14.12 Core questions by disability (tenants) 

14.13 Core questions by ethnic background (tenants) 

  % positive 

 Overall Disability 
No 

disability 

Sample size 883 275 606 

Service overall 85 86 85 

Quality of home 84 87 83 

Rent value for money 86 86 86 

Service charge value for money 68 68 68 

Listen to views and act upon them 64 65 63 

Keep residents informed 78 81 77 

Final outcome of query 70 68 70 

Repairs & maintenance service 78 82 76 

Last completed repair 83 91 80 

Neighbourhood as a place to live 89 88 89 

  % positive 

 Overall 
White 
British 

BME 

Sample size 883 832 38 

Service overall 85 85 90 

Quality of home 84 84 86 

Rent value for money 86 86 98 

Service charge value for money 68 67 93 

Listen to views and act upon them 64 63 68 

Keep residents informed 78 78 78 

Final outcome of query 70 69 67 

Repairs & maintenance service 78 78 78 

Last completed repair 83 83 84 

Neighbourhood as a place to live 89 89 78 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on 
statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 

232



 51 

Appendix A. Methodology & data analysis 

Questionnaire 
The questionnaire was based on the new HouseMark STAR survey methodology, with the most appropriate 
questions for Colchester Borough Homes being selected by them from the STAR questionnaire templates.  

The questionnaire was designed to be as clear and legible as possible to make it easy to complete, with options 
available for large print versions or completion in alternative languages. Postal versions of the questionnaires 
were printed in colour A4 booklets. 

Fieldwork 
The survey was carried out between April and May 2016. Paper self completion questionnaires were distributed 
to a randomly selected sample of 1,600 general needs households, all 597 sheltered households as well as a full 
census of leaseholders (1019 households). This was followed by a reminder where a new questionnaire was sent 
to every non respondent. A free prize draw was used to encourage the response rate. The survey was also 
available for completion online by all tenants and leaseholders, including those who were not part of the initial 
sample. Internet completions comprised 6% of the leaseholder sample, 7% of general needs tenants and 3% of 
sheltered. 
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Appendix A.  Methodology and data analysis 

Response rate 
The sampling relied on the stipulation for HouseMark STAR that the different stock types were treated 
separately, and that the minimum achieved sample requirements are for a margin of error of +/- 3% at the 95%  
confidence level for populations over 10,000, +/- 4% at the 95% confidence level for populations between 1000 
and 10,000, and +/- 5% for populations under 1000.  It is accepted by HouseMark that for small populations the 
minimum figures are unachievable, as they would require very high response rates.  

 

 

 

 

 

 

Weighting 
In order to make sure the sample was as representative of the overall profile of tenants it was necessary to 
weight the combined tenant data by stock type. Otherwise, both tenants and leaseholder datasets were 
considered broadly representative by property type, area etc. 

Data presentation 
Readers should take care when considering percentage results from some of the sub groups within the main 
sample, as the base figures may sometimes be small. Due to rounding some graphs may not add up to 100%.   

Error Margins 
Error margins for the sample overall, and for individual questions, are the amount by which a result might vary 
due to chance. The error margins in the results are quoted at the standard 95% level, and are determined by the 
sample size and the distribution of scores.  For the sake of simplicity, error margins for historic data are not 
included, but can typically be assumed to be at least as big as those for the 2016 data. When comparing two 
sets of scores, it is important to remember that error margins will apply independently to each. 

Tests of statistical significance 
When two sets of survey data are compared to one another (e.g. between different years, or demographic sub 
groups), the observed differences are typically tested for statistical significance. Differences that are significant 
can be said, with a high degree of confidence, to be real variations that are unlikely to be due to chance. Any 
differences that are not significant may still be real, especially when a number of different questions all 
demonstrate the same pattern, but this cannot be stated with statistical confidence and may just be due to 
chance.  

 
Population 

size 
Min STAR 

error margin  
Min STAR 

returns 
Returns 

achieved 
Sample error 

margin 
Sample  

size 
Response  

rate 

General needs housing 5,322 +/- 4% 540 544 +/- 4.0 1,600 34% 

Sheltered housing 597 +/- 5% 234 339 +/- 3.5 597 57% 

All tenants 5,919 +/- 4% 545 883 +/- 3.0 2,197 40% 

Leaseholders 1,019 +/- 4% 378 290 +/- 4.8 1,019 28% 
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Appendix A.  Methodology and data analysis 

Unless otherwise stated, all statistically significant differences are reported at the 95% confidence level. Tests 
used were the Wilcoxon-Mann-Whitney test (rating scales), Fischer Exact Probability test (small samples) and the 
Pearson Chi Square test (larger samples) as appropriate for the data being examined. These calculations rely on 
a number of factors such as the base figure and the level of variance, both within and between sample groups, 
thereby taking into account more than just the simple difference between the headline percentage scores. This 
means that some results are reported as significant despite being superficially similar to others that are not. 
Conversely, some seemingly notable differences in two sets of headline scores are not enough to signal a 
significant change in the underlying pattern across all points in the scale. For example:  

 

 Two satisfaction ratings might have the same or similar total satisfaction score, but be quite different 
when one considers the detailed results for the proportion very satisfied versus fairly satisfied.  

 There may also be a change in the proportions who were very or fairly dissatisfied, or ticked the 
middle point in the scale, which is not apparent from the headline score.  

 In rare cases there are complex changes across the scale that are difficult to categorise e.g. in a single 
question one might simultaneously observe a disappointing shift from very to fairly satisfied, at the 
same time as their being a welcome shift from very dissatisfied to neither. 

 If the results included a relatively small number of people then the error margins are bigger. This 
means that the combined error margins for the two ratings being compared might be bigger than 
the observed difference between them. 

 

Key driver analysis 

“Key driver analyses” are based on a linear regression model.  This is used to investigate the relationship 
between the overall scores and their various components. The charts illustrate the relative contribution of each 
item to the overall rating; items which do not reach statistical significance are omitted. The figures on the 
vertical axis show the standardised beta coefficients from the regression analysis, which vary in absolute size 
depending on the number of questionnaire items entered into the analysis. The quoted R Square value  shows 
how much of the observed variance is explained by the key driver model e.g. a value of 0.5 shows that the 
model explains half of the total variation in the overall score. 

Benchmarking 

The core STAR questions are benchmarked against the HouseMark STAR database, with the benchmarking 
group being selected by Colchester Borough Homes from Eastern landlords who had completed a STAR survey 
in the last 3 years. For the overall satisfaction score this included 30 landlords for tenants, and 5 landlords for 
leaseholders. HouseMark benchmark scores are supplemented for the remaining questions with benchmark data 
from ARP Research clients who have carried out surveys in the last 3 years using the STAR questionnaires. The 
group selection has been verified against the core HouseMark data to ensure that both benchmark groups are 
closely matched on their scores across those 7 questions. This supplementary group included 13 organisations 
for tenants, and 7 for leaseholders.   
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Appendix B. Example questionnaire - tenants  

The same questionnaire was 
used for both general needs 
and sheltered tenants 
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Appendix B.  Example questionnaire - tenants 

www.arpsurveys.co.uk/cbh 

Services overall  

Tuesday   
19 April

Contacting us 

Information and resident involvement 

Repairs and maintenance 

Your neighbourhood 
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Appendix B.  Example questionnaire - tenants 

Advice and support 

Online services 

Your priorities 

Sheltered housing 
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Appendix C. Example questionnaire - leaseholders 
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Appendix C.  Example questionnaire - leaseholders 

www.arpsurveys.co.uk/cbh 

Services overall  

Tuesday   
19 April

Information and resident involvement 

Service charges 

Contacting us 

Are you aware that CBH has a leaseholder focus group? 

Your neighbourhood 

Repairs and maintenance 
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Appendix C.  Example questionnaire - leaseholders 

Advice and support 

Online services 

Your priorities 
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Appendix D. Data summary - tenants 

Please note that throughout the report 
the quoted results typically refer to the 
‘valid’ column of the data summary if it 
appears. 
 
The ‘valid’ column contains data that has 
been rebased, normally because non-
respondents were excluded and/or 
question routing applied. 
 
The combined tenant results are weighted 
to be representative by stock type 
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Appendix D. Data summary ‐ tenants

Count % overall % valid Count % overall % valid Count % overall % valid

Q1 Taking everything into account, how satisfied or 

dissatisfied are you with the service provided by 

Colchester Borough Homes (CBH) Base: 883 Base: 544 Base: 339

 1: Very satisfied 352 39.9 41.1 208 38.2 39.4 185 54.6 56.7

 2: Fairly satisfied 377 42.7 44.0 237 43.6 44.9 118 34.8 36.2

 3: Neither 67 7.6 7.8 44 8.1 8.3 11 3.2 3.4

 4: Fairly dissatisfied 29 3.3 3.4 18 3.3 3.4 9 2.7 2.8

 5: Very dissatisfied 31 3.5 3.6 21 3.9 4.0 3 0.9 0.9

N/R 27 3.1 16 2.9 13 3.8

Q2a With the overall quality of your home Base: 883 Base: 544 Base: 339

 6: Very satisfied 349 39.5 40.1 201 36.9 37.5 210 61.9 62.5

 7: Fairly satisfied 386 43.7 44.3 246 45.2 45.9 104 30.7 31.0

 8: Neither 42 4.8 4.8 27 5.0 5.0 10 2.9 3.0

 9: Fairly dissatisfied 58 6.6 6.7 38 7.0 7.1 8 2.4 2.4

 10: Very dissatisfied 36 4.1 4.1 24 4.4 4.5 4 1.2 1.2

 11: Not applicable 0 0.0 0 0.0 0 0.0

N/R 12 1.4 8 1.5 3 0.9

Q2b With the overall condition of your home Base: 883 Base: 544 Base: 339

 12: Very satisfied 314 35.6 36.3 181 33.3 34.0 188 55.5 57.3

 13: Fairly satisfied 380 43.0 43.9 238 43.8 44.7 123 36.3 37.5

 14: Neither 52 5.9 6.0 34 6.3 6.4 8 2.4 2.4

 15: Fairly dissatisfied 83 9.4 9.6 56 10.3 10.5 6 1.8 1.8

 16: Very dissatisfied 36 4.1 4.2 24 4.4 4.5 3 0.9 0.9

 17: Not applicable 0 0.0 0 0.0 1 0.3

N/R 19 2.2 11 2.0 10 2.9

Q2c That your rent provides value for money Base: 883 Base: 544 Base: 339

 18: Very satisfied 406 46.0 49.2 240 44.1 47.3 212 62.5 64.8

 19: Fairly satisfied 304 34.4 36.8 192 35.3 37.9 92 27.1 28.1

 20: Neither 51 5.8 6.2 32 5.9 6.3 17 5.0 5.2

 21: Fairly dissatisfied 33 3.7 4.0 22 4.0 4.3 3 0.9 0.9

 22: Very dissatisfied 31 3.5 3.8 21 3.9 4.1 3 0.9 0.9

 23: Not applicable 32 3.6 21 3.9 4 1.2

N/R 25 2.8 16 2.9 8 2.4

Q2d That your service charge provides value for 

money (if applicable) Base: 883 Base: 544 Base: 339

 24: Very satisfied 208 23.6 32.1 114 21.0 29.2 160 47.2 53.3

 25: Fairly satisfied 232 26.3 35.8 142 26.1 36.4 95 28.0 31.7

 26: Neither 97 11.0 15.0 62 11.4 15.9 23 6.8 7.7

 27: Fairly dissatisfied 46 5.2 7.1 28 5.1 7.2 18 5.3 6.0

 28: Very dissatisfied 65 7.4 10.0 44 8.1 11.3 4 1.2 1.3

 29: Not applicable 126 14.3 84 15.4 12 3.5

N/R 109 12.3 70 12.9 27 8.0

Q3 How satisfied or dissatisfied are you that CBH 

listens to your views and acts upon them Base: 883 Base: 544 Base: 339

 30: Very satisfied 190 21.5 22.4 110 20.2 21.0 111 32.7 34.3

 31: Fairly satisfied 351 39.8 41.3 217 39.9 41.5 130 38.3 40.1

 32: Neither 170 19.3 20.0 108 19.9 20.7 47 13.9 14.5

 33: Fairly dissatisfied 83 9.4 9.8 52 9.6 9.9 26 7.7 8.0

 34: Very dissatisfied 55 6.2 6.5 36 6.6 6.9 10 2.9 3.1

All tenants General needs Sheltered
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Appendix D. Data summary ‐ tenants

Count % overall % valid Count % overall % valid Count % overall % valid

All tenants General needs Sheltered

N/R 35 4.0 21 3.9 15 4.4

Q4 How good or poor do you feel CBH is at keeping 

you informed about things that might affect you as a 

resident Base: 883 Base: 544 Base: 339

 35: Very good 303 34.3 35.2 181 33.3 34.2 146 43.1 44.6

 36: Fairly good 369 41.8 42.9 229 42.1 43.2 134 39.5 41.0

 37: Neither 97 11.0 11.3 62 11.4 11.7 23 6.8 7.0

 38: Fairly poor 60 6.8 7.0 38 7.0 7.2 17 5.0 5.2

 39: Very poor 31 3.5 3.6 20 3.7 3.8 7 2.1 2.1

N/R 24 2.7 14 2.6 12 3.5

Q5 Preferred method of being kept informed and 

contact Base: 883 Base: 544 Base: 339

 40: Email 212 24.0 138 25.4 42 12.4

 41: Telephone 516 58.4 322 59.2 174 51.3

 42: Text/ SMS 153 17.3 99 18.2 33 9.7

 43: In writing 512 58.0 319 58.6 175 51.6

 44: Visit to the office 141 16.0 86 15.8 58 17.1

 45: Visit to your home by staff 231 26.2 133 24.4 141 41.6

 46: Open meetings 65 7.4 31 5.7 74 21.8

 47: Housing News and Views by post 373 42.2 230 42.3 141 41.6

 48: Housing News and Views by email 67 7.6 43 7.9 17 5.0

 49: Other 16 1.8 10 1.8 4 1.2

N/R 23 2.6 14 2.6 9 2.7

Q6 How often do you read the 'Housing News and 

Views' newsletter Base: 883 Base: 544 Base: 339

 50: All or most issues 572 64.8 348 64.0 244 72.0

 51: Occasionally 219 24.8 139 25.6 60 17.7

 52: Never, or very rarely 72 8.2 45 8.3 23 6.8

N/R 21 2.4 12 2.2 12 3.5

Q7a Your enquiries generally Base: 883 Base: 544 Base: 339

 53: Very satisfied 337 38.2 39.7 201 36.9 38.4 167 49.3 52.8

 54: Fairly satisfied 382 43.3 45.0 241 44.3 46.0 116 34.2 36.7

 55: Neither 56 6.3 6.6 35 6.4 6.7 18 5.3 5.7

 56: Fairly dissatisfied 38 4.3 4.5 24 4.4 4.6 11 3.2 3.5

 57: Very dissatisfied 35 4.0 4.1 23 4.2 4.4 4 1.2 1.3

 58: No opinion 10 1.1 5 0.9 10 2.9

N/R 25 2.8 15 2.8 13 3.8

Q7b Complaints Base: 883 Base: 544 Base: 339

 59: Very satisfied 226 25.6 31.3 136 25.0 30.2 106 31.3 41.6

 60: Fairly satisfied 243 27.5 33.6 149 27.4 33.1 97 28.6 38.0

 61: Neither 119 13.5 16.5 77 14.2 17.1 27 8.0 10.6

 62: Fairly dissatisfied 66 7.5 9.1 43 7.9 9.6 14 4.1 5.5

 63: Very dissatisfied 69 7.8 9.5 45 8.3 10.0 11 3.2 4.3

 64: No opinion 73 8.3 44 8.1 35 10.3

N/R 86 9.7 50 9.2 49 14.5

Q8 Have you contacted CBH in the last 12 months 

with a query (other than to pay your rent or service 

charges) Base: 883 Base: 544 Base: 339

 65: Yes 560 63.4 356 65.4 155 45.7

 66: No 273 30.9 159 29.2 156 46.0

N/R 50 5.7 29 5.3 28 8.3

62
244



Appendix D. Data summary ‐ tenants

Count % overall % valid Count % overall % valid Count % overall % valid

All tenants General needs Sheltered

Q9a The ability of staff to deal with your query quickly 

and efficiently Base: 560 Base: 356 Base: 155

 67: Very satisfied 236 26.7 42.4 147 27.0 41.4 81 23.9 54.0

 68: Fairly satisfied 190 21.5 34.2 123 22.6 34.6 41 12.1 27.3

 69: Neither 32 3.6 5.8 21 3.9 5.9 7 2.1 4.7

 70: Fairly dissatisfied 49 5.5 8.8 31 5.7 8.7 16 4.7 10.7

 71: Very dissatisfied 49 5.5 8.8 33 6.1 9.3 5 1.5 3.3

N/R 325 36.8 0.4 189 34.7 0.3 189 55.8 3.2

Q9b The final outcome of your query Base: 560 Base: 356 Base: 155

 72: Very satisfied 219 24.8 42.9 137 25.2 42.2 74 21.8 51.7

 73: Fairly satisfied 136 15.4 26.6 86 15.8 26.5 40 11.8 28.0

 74: Neither 45 5.1 8.8 30 5.5 9.2 6 1.8 4.2

 75: Fairly dissatisfied 43 4.9 8.4 28 5.1 8.6 10 2.9 7.0

 76: Very dissatisfied 68 7.7 13.3 44 8.1 13.5 13 3.8 9.1

N/R 371 42.0 8.6 219 40.3 8.7 196 57.8 7.7

Q10 Generally, how satisfied or dissatisfied are you 

with the way CBH deals with repairs and maintenance Base: 883 Base: 544 Base: 339

 77: Very satisfied 383 43.4 44.2 230 42.3 43.0 180 53.1 54.7

 78: Fairly satisfied 295 33.4 34.1 183 33.6 34.2 108 31.9 32.8

 79: Neither 54 6.1 6.2 34 6.3 6.4 17 5.0 5.2

 80: Fairly dissatisfied 68 7.7 7.9 44 8.1 8.2 16 4.7 4.9

 81: Very dissatisfied 66 7.5 7.6 44 8.1 8.2 8 2.4 2.4

N/R 16 1.8 9 1.7 10 2.9

Q11 Have you had any repairs to your home in the 

last 12 months Base: 883 Base: 544 Base: 339

 82: Yes 596 67.5 371 68.2 206 60.8

 83: No 219 24.8 131 24.1 107 31.6

 84: Can't remember 46 5.2 29 5.3 15 4.4

N/R 22 2.5 13 2.4 11 3.2

Q12 Generally, how satisfied or dissatisfied were you 

with the ease of reporting your last repair Base: 596 Base: 371 Base: 206

 85: Very satisfied 326 36.9 55.0 199 36.6 53.8 137 40.4 67.2

 86: Fairly satisfied 171 19.4 28.8 109 20.0 29.5 47 13.9 23.0

 87: Neither 25 2.8 4.2 15 2.8 4.1 11 3.2 5.4

 88: Fairly dissatisfied 35 4.0 5.9 23 4.2 6.2 6 1.8 2.9

 89: Very dissatisfied 36 4.1 6.1 24 4.4 6.5 3 0.9 1.5

N/R 289 32.7 0.3 174 32.0 0.3 135 39.8 1.0

Q13a Being told when workers would call Base: 596 Base: 371 Base: 206

 90: Very satisfied 339 38.4 57.5 205 37.7 55.7 150 44.2 75.0

 91: Fairly satisfied 162 18.3 27.5 104 19.1 28.3 38 11.2 19.0

 92: Neither 22 2.5 3.7 14 2.6 3.8 5 1.5 2.5

 93: Fairly dissatisfied 36 4.1 6.1 24 4.4 6.5 4 1.2 2.0

 94: Very dissatisfied 31 3.5 5.3 21 3.9 5.7 3 0.9 1.5

N/R 293 33.2 1.0 176 32.4 0.8 139 41.0 2.9

Q13b Being able to make an appointment Base: 596 Base: 371 Base: 206

 95: Very satisfied 281 31.8 49.2 170 31.3 47.6 127 37.5 67.9

 96: Fairly satisfied 183 20.7 32.0 118 21.7 33.1 40 11.8 21.4

 97: Neither 42 4.8 7.4 26 4.8 7.3 14 4.1 7.5

 98: Fairly dissatisfied 34 3.9 6.0 23 4.2 6.4 1 0.3 0.5
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Appendix D. Data summary ‐ tenants

Count % overall % valid Count % overall % valid Count % overall % valid

All tenants General needs Sheltered

 99: Very dissatisfied 31 3.5 5.4 20 3.7 5.6 5 1.5 2.7

N/R 313 35.4 4.4 187 34.4 3.8 152 44.8 9.2

Q13c Time taken before work started Base: 596 Base: 371 Base: 206

 100: Very satisfied 260 29.4 45.5 159 29.2 44.4 106 31.3 56.4

 101: Fairly satisfied 191 21.6 33.4 120 22.1 33.5 61 18.0 32.4

 102: Neither 39 4.4 6.8 25 4.6 7.0 10 2.9 5.3

 103: Fairly dissatisfied 43 4.9 7.5 28 5.1 7.8 7 2.1 3.7

 104: Very dissatisfied 39 4.4 6.8 26 4.8 7.3 4 1.2 2.1

N/R 311 35.2 4.0 186 34.2 3.5 151 44.5 8.7

Q13d The speed of completion of the work Base: 596 Base: 371 Base: 206

 105: Very satisfied 333 37.7 57.9 203 37.3 56.4 139 41.0 72.4

 106: Fairly satisfied 154 17.4 26.8 99 18.2 27.5 38 11.2 19.8

 107: Neither 24 2.7 4.2 16 2.9 4.4 4 1.2 2.1

 108: Fairly dissatisfied 30 3.4 5.2 19 3.5 5.3 8 2.4 4.2

 109: Very dissatisfied 34 3.9 5.9 23 4.2 6.4 3 0.9 1.6

N/R 307 34.8 3.4 184 33.8 3.0 147 43.4 6.8

Q13e The attitude of workers Base: 596 Base: 371 Base: 206

 110: Very satisfied 419 47.5 72.1 258 47.4 71.3 161 47.5 81.7

 111: Fairly satisfied 108 12.2 18.6 69 12.7 19.1 26 7.7 13.2

 112: Neither 25 2.8 4.3 16 2.9 4.4 6 1.8 3.0

 113: Fairly dissatisfied 14 1.6 2.4 9 1.7 2.5 3 0.9 1.5

 114: Very dissatisfied 15 1.7 2.6 10 1.8 2.8 1 0.3 0.5

N/R 303 34.3 2.7 182 33.5 2.4 142 41.9 4.4

Q13f The overall quality of work Base: 596 Base: 371 Base: 206

 115: Very satisfied 349 39.5 59.9 213 39.2 58.5 145 42.8 74.0

 116: Fairly satisfied 144 16.3 24.7 92 16.9 25.3 37 10.9 18.9

 117: Neither 24 2.7 4.1 15 2.8 4.1 7 2.1 3.6

 118: Fairly dissatisfied 29 3.3 5.0 19 3.5 5.2 5 1.5 2.6

 119: Very dissatisfied 37 4.2 6.3 25 4.6 6.9 2 0.6 1.0

N/R 300 34.0 2.2 180 33.1 1.9 143 42.2 4.9

Q13g Keeping dirt and mess to a minimum Base: 596 Base: 371 Base: 206

 120: Very satisfied 384 43.5 66.0 236 43.4 64.8 151 44.5 77.8

 121: Fairly satisfied 130 14.7 22.3 83 15.3 22.8 34 10.0 17.5

 122: Neither 29 3.3 5.0 19 3.5 5.2 5 1.5 2.6

 123: Fairly dissatisfied 18 2.0 3.1 12 2.2 3.3 3 0.9 1.5

 124: Very dissatisfied 21 2.4 3.6 14 2.6 3.8 1 0.3 0.5

N/R 301 34.1 2.3 180 33.1 1.9 145 42.8 5.8

Q13h The repair being done 'right first time' Base: 596 Base: 371 Base: 206

 125: Very satisfied 327 37.0 56.2 201 36.9 55.4 128 37.8 64.6

 126: Fairly satisfied 122 13.8 21.0 76 14.0 20.9 44 13.0 22.2

 127: Neither 36 4.1 6.2 23 4.2 6.3 9 2.7 4.5

 128: Fairly dissatisfied 45 5.1 7.7 29 5.3 8.0 9 2.7 4.5

 129: Very dissatisfied 52 5.9 8.9 34 6.3 9.4 8 2.4 4.0

N/R 301 34.1 2.3 181 33.3 2.2 141 41.6 3.9

Q13i The workers doing the job you expected Base: 596 Base: 371 Base: 206

 130: Very satisfied 367 41.6 63.2 225 41.4 62.2 146 43.1 74.1

 131: Fairly satisfied 122 13.8 21.0 78 14.3 21.5 30 8.8 15.2

 132: Neither 32 3.6 5.5 20 3.7 5.5 9 2.7 4.6
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Appendix D. Data summary ‐ tenants
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 133: Fairly dissatisfied 22 2.5 3.8 14 2.6 3.9 7 2.1 3.6

 134: Very dissatisfied 38 4.3 6.5 25 4.6 6.9 5 1.5 2.5

N/R 303 34.3 2.7 182 33.5 2.4 142 41.9 4.4

Q13j The repairs service you received on this occasion Base: 596 Base: 371 Base: 206

 135: Very satisfied 349 39.5 60.5 213 39.2 59.2 145 42.8 74.4

 136: Fairly satisfied 131 14.8 22.7 84 15.4 23.3 31 9.1 15.9

 137: Neither 37 4.2 6.4 24 4.4 6.7 6 1.8 3.1

 138: Fairly dissatisfied 20 2.3 3.5 12 2.2 3.3 9 2.7 4.6

 139: Very dissatisfied 40 4.5 6.9 27 5.0 7.5 4 1.2 2.1

N/R 306 34.7 3.2 184 33.8 3.0 144 42.5 5.3

Q14a Your neighbourhood as a place to live Base: 883 Base: 544 Base: 339

 140: Very satisfied 455 51.5 53.0 271 49.8 51.1 226 66.7 69.1

 141: Fairly satisfied 309 35.0 36.0 196 36.0 37.0 88 26.0 26.9

 142: Neither 35 4.0 4.1 23 4.2 4.3 7 2.1 2.1

 143: Fairly dissatisfied 37 4.2 4.3 24 4.4 4.5 6 1.8 1.8

 144: Very dissatisfied 23 2.6 2.7 16 2.9 3.0 0 0.0 0.0

N/R 24 2.7 14 2.6 12 3.5

Q14b Your Community Housing Officer Base: 883 Base: 544 Base: 339

 145: Very satisfied 241 27.3 37.8 129 23.7 33.8 200 59.0 65.1

 146: Fairly satisfied 183 20.7 28.7 113 20.8 29.6 69 20.4 22.5

 147: Neither 118 13.4 18.5 76 14.0 19.9 27 8.0 8.8

 148: Fairly dissatisfied 36 4.1 5.6 23 4.2 6.0 9 2.7 2.9

 149: Very dissatisfied 60 6.8 9.4 41 7.5 10.7 2 0.6 0.7

 150: Don't know/ N.A. 186 21.1 124 22.8 19 5.6

N/R 59 6.7 38 7.0 13 3.8

Q14c Ther overall appearance of your neighbourhood Base: 883 Base: 544 Base: 339

 151: Very satisfied 289 32.7 33.8 168 30.9 31.8 165 48.7 50.6

 152: Fairly satisfied 384 43.5 44.9 241 44.3 45.6 124 36.6 38.0

 153: Neither 61 6.9 7.1 38 7.0 7.2 20 5.9 6.1

 154: Fairly dissatisfied 82 9.3 9.6 54 9.9 10.2 13 3.8 4.0

 155: Very dissatisfied 40 4.5 4.7 27 5.0 5.1 4 1.2 1.2

 156: Don't know/ N.A. 3 0.3 2 0.4 1 0.3

N/R 24 2.7 14 2.6 12 3.5

Q14d The grounds maintenance, such as grass 

cutting, in your area Base: 883 Base: 544 Base: 339

 157: Very satisfied 320 36.2 38.9 188 34.6 37.2 174 51.3 53.9

 158: Fairly satisfied 301 34.1 36.6 187 34.4 37.0 106 31.3 32.8

 159: Neither 72 8.2 8.7 47 8.6 9.3 14 4.1 4.3

 160: Fairly dissatisfied 75 8.5 9.1 48 8.8 9.5 18 5.3 5.6

 161: Very dissatisfied 55 6.2 6.7 36 6.6 7.1 11 3.2 3.4

 162: Don't know/ N.A. 33 3.7 22 4.0 4 1.2

N/R 27 3.1 16 2.9 12 3.5

Q14e The Community Caretaker service provided by 

CBH Base: 883 Base: 544 Base: 339

 163: Very satisfied 167 18.9 32.0 88 16.2 28.3 145 42.8 55.1

 164: Fairly satisfied 147 16.6 28.2 87 16.0 28.0 78 23.0 29.7

 165: Neither 128 14.5 24.5 83 15.3 26.7 27 8.0 10.3

 166: Fairly dissatisfied 31 3.5 5.9 20 3.7 6.4 8 2.4 3.0

 167: Very dissatisfied 49 5.5 9.4 33 6.1 10.6 5 1.5 1.9

 168: Don't know/ N.A. 289 32.7 189 34.7 50 14.7
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N/R 71 8.0 44 8.1 26 7.7

Q15 Do you live in a flat with a communal entrance Base: 883 Base: 544 Base: 339

 169: Yes 321 36.4 177 32.5 239 70.5

 170: No 531 60.1 351 64.5 71 20.9

N/R 31 3.5 16 2.9 29 8.6

Q16a Internal communal areas Base: 321 Base: 177 Base: 239

 171: Very satisfied 103 11.7 32.9 46 8.5 26.7 135 39.8 58.4

 172: Fairly satisfied 128 14.5 40.9 74 13.6 43.0 75 22.1 32.5

 173: Neither 23 2.6 7.3 15 2.8 8.7 5 1.5 2.2

 174: Fairly dissatisfied 31 3.5 9.9 19 3.5 11.0 11 3.2 4.8

 175: Very dissatisfied 28 3.2 8.9 18 3.3 10.5 5 1.5 2.2

 176: Not applicable 5 0.6 3 0.6 2 0.6

N/R 566 64.1 1.2 369 67.8 1.1 106 31.3 2.5

Q16b External communal areas Base: 321 Base: 177 Base: 239

 177: Very satisfied 84 9.5 28.0 40 7.4 24.1 99 29.2 44.6

 178: Fairly satisfied 122 13.8 40.7 69 12.7 41.6 81 23.9 36.5

 179: Neither 34 3.9 11.3 21 3.9 12.7 12 3.5 5.4

 180: Fairly dissatisfied 32 3.6 10.7 18 3.3 10.8 23 6.8 10.4

 181: Very dissatisfied 28 3.2 9.3 18 3.3 10.8 7 2.1 3.2

 182: Not applicable 6 0.7 3 0.6 5 1.5

N/R 577 65.3 4.7 375 68.9 4.5 112 33.0 5.0

Q16c Communal window cleaning Base: 321 Base: 177 Base: 239

 183: Very satisfied 60 6.8 21.0 27 5.0 17.1 79 23.3 37.6

 184: Fairly satisfied 77 8.7 26.9 40 7.4 25.3 72 21.2 34.3

 185: Neither 62 7.0 21.7 37 6.8 23.4 29 8.6 13.8

 186: Fairly dissatisfied 31 3.5 10.8 18 3.3 11.4 18 5.3 8.6

 187: Very dissatisfied 56 6.3 19.6 36 6.6 22.8 12 3.5 5.7

 188: Not applicable 21 2.4 11 2.0 17 5.0

N/R 577 65.3 4.7 375 68.9 4.5 112 33.0 5.0

Q17a During the day Base: 883 Base: 544 Base: 339

 189: Very satisfied 377 42.7 43.9 222 40.8 41.9 202 59.6 62.0

 190: Fairly satisfied 364 41.2 42.4 231 42.5 43.6 104 30.7 31.9

 191: Neither 51 5.8 5.9 33 6.1 6.2 11 3.2 3.4

 192: Fairly dissatisfied 34 3.9 4.0 22 4.0 4.2 6 1.8 1.8

 193: Very dissatisfied 33 3.7 3.8 22 4.0 4.2 3 0.9 0.9

 194: Not applicable 5 0.6 3 0.6 4 1.2

N/R 18 2.0 11 2.0 9 2.7

Q17b At night Base: 883 Base: 544 Base: 339

 195: Very satisfied 257 29.1 30.8 147 27.0 28.5 161 47.5 50.5

 196: Fairly satisfied 349 39.5 41.8 219 40.3 42.5 113 33.3 35.4

 197: Neither 79 8.9 9.5 50 9.2 9.7 22 6.5 6.9

 198: Fairly dissatisfied 73 8.3 8.7 48 8.8 9.3 13 3.8 4.1

 199: Very dissatisfied 77 8.7 9.2 51 9.4 9.9 10 2.9 3.1

 200: Not applicable 8 0.9 4 0.7 9 2.7

N/R 39 4.4 25 4.6 11 3.2

Q18 How satisfied or dissatisfied are you with the way 

CBH deals with anti‐social behaviour Base: 883 Base: 544 Base: 339

 201: Very satisfied 153 17.3 22.6 88 16.2 20.9 95 28.0 38.6

 202: Fairly satisfied 240 27.2 35.5 150 27.6 35.6 82 24.2 33.3

 203: Neither 149 16.9 22.0 95 17.5 22.6 41 12.1 16.7

 204: Fairly dissatisfied 62 7.0 9.2 40 7.4 9.5 15 4.4 6.1
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 205: Very dissatisfied 73 8.3 10.8 48 8.8 11.4 13 3.8 5.3

 206: No opinion 187 21.2 114 21.0 77 22.7

N/R 17 1.9 9 1.7 16 4.7

Q19a Claiming housing benefit and other welfare 

benefits Base: 883 Base: 544 Base: 339

 207: Very satisfied 329 37.3 52.0 196 36.0 50.6 162 47.8 63.0

 208: Fairly satisfied 177 20.0 28.0 110 20.2 28.4 61 18.0 23.7

 209: Neither 86 9.7 13.6 54 9.9 14.0 28 8.3 10.9

 210: Fairly dissatisfied 21 2.4 3.3 14 2.6 3.6 3 0.9 1.2

 211: Very dissatisfied 20 2.3 3.2 13 2.4 3.4 3 0.9 1.2

 212: Not applicable 226 25.6 144 26.5 59 17.4

N/R 25 2.8 13 2.4 23 6.8

Q19b Managing your finances and paying rent and 

service charges Base: 883 Base: 544 Base: 339

 213: Very satisfied 266 30.1 44.6 157 28.9 42.8 142 41.9 61.7

 214: Fairly satisfied 194 22.0 32.6 124 22.8 33.8 49 14.5 21.3

 215: Neither 101 11.4 16.9 63 11.6 17.2 34 10.0 14.8

 216: Fairly dissatisfied 20 2.3 3.4 13 2.4 3.5 4 1.2 1.7

 217: Very dissatisfied 15 1.7 2.5 10 1.8 2.7 1 0.3 0.4

 218: Not applicable 231 26.2 144 26.5 78 23.0

N/R 56 6.3 33 6.1 31 9.1

Q19c Help with training and employment 

opportunities Base: 883 Base: 544 Base: 339

 219: Very satisfied 70 7.9 20.6 42 7.7 19.8 34 10.0 29.3

 220: Fairly satisfied 97 11.0 28.6 61 11.2 28.8 31 9.1 26.7

 221: Neither 134 15.2 39.5 83 15.3 39.2 49 14.5 42.2

 222: Fairly dissatisfied 15 1.7 4.4 10 1.8 4.7 2 0.6 1.7

 223: Very dissatisfied 23 2.6 6.8 16 2.9 7.5 0 0.0 0.0

 224: Not applicable 455 51.5 281 51.7 170 50.1

N/R 88 10.0 51 9.4 53 15.6

Q19d Moving or swapping your home Base: 883 Base: 544 Base: 339

 225: Very satisfied 106 12.0 27.2 62 11.4 25.9 60 17.7 38.5

 226: Fairly satisfied 95 10.8 24.4 59 10.8 24.7 34 10.0 21.8

 227: Neither 124 14.0 31.9 77 14.2 32.2 45 13.3 28.8

 228: Fairly dissatisfied 26 2.9 6.7 17 3.1 7.1 6 1.8 3.8

 229: Very dissatisfied 38 4.3 9.8 24 4.4 10.0 11 3.2 7.1

 230: Not applicable 417 47.2 261 48.0 137 40.4

N/R 76 8.6 44 8.1 46 13.6

Q20 Received advice and support from CBH with any 

of the following in the last 12 months Base: 883 Base: 544 Base: 339

 231: Housing and other welfare benefits 256 29.0 157 28.9 103 30.4

 232: Managing your finances and paying rent 98 11.1 58 10.7 52 15.3

 233: Training and employment 16 1.8 9 1.7 11 3.2

 234: Moving or swapping your home 74 8.4 44 8.1 36 10.6

N/R 560 63.4 346 63.6 210 61.9

R20 Received any advice and from CBH? Base: 883 Base: 544 Base: 339

 235: Yes 323 36.6 198 36.4 129 38.1

 236: No 560 63.4 346 63.6 210 61.9

N/R 0 0.0 0 0.0 0 0.0

Q21 Experienced financial difficulties in paying any of 

the following in the last 12 months Base: 883 Base: 544 Base: 339
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 237: Rent/service charge 118 13.4 53.6 78 14.3 15 4.4

 238: Gas and electricity 97 11.0 44.1 65 11.9 9 2.7

 239: Other household bills 107 12.1 48.6 72 13.2 6 1.8

 240: Loans & credit cards 80 9.1 36.4 54 9.9 5 1.5

 241: Other 33 3.7 15.0 22 4.0 5 1.5

 242: Have not experienced financial difficulties 455 51.5 276 50.7 198 58.4

N/R 206 23.3 121 22.2 112 33.0

R21 Experienced financial difficulties Base: 883 Base: 544 Base: 339

 243: Yes 220 24.9 146 26.8 28 8.3

 244: No 457 51.8 277 50.9 199 58.7

N/R 206 23.3 121 22.2 112 33.0

Q22 Do you do any of the following using a computer, 

laptop, tablet, mobile phone etc. Base: 883 Base: 544 Base: 339

 245: Send emails 345 39.1 222 40.8 80 23.6

 246: Use Facebook, or other social media 313 35.4 204 37.5 58 17.1

 247: Online shopping 269 30.5 176 32.4 45 13.3

 248: Online banking 272 30.8 178 32.7 46 13.6

 249: Use the Council or CBH's online services 196 22.2 129 23.7 28 8.3

 250: Use other government services 160 18.1 105 19.3 27 8.0

 251: None of these 386 43.7 229 42.1 197 58.1

N/R 63 7.1 37 6.8 35 10.3

Q23 Do you use the internet in any of the following 

ways Base: 883 Base: 544 Base: 339

 252: Using a home computer or laptop 306 34.7 195 35.8 64.4 80 23.6 64.0

 253: Using a smartphone 244 27.6 159 29.2 52.5 45 13.3 36.0

 254: Using a tablet 237 26.8 154 28.3 50.8 45 13.3 36.0

 255: Using a smart TV, set‐top box or console 80 9.1 51 9.4 16.8 20 5.9 16.0

 256: At work 70 7.9 47 8.6 15.5 4 1.2 3.2

 257: At a public site 87 9.9 57 10.5 18.8 16 4.7 12.8

 258: I do not use the internet 360 40.8 214 39.3 182 53.7

N/R 64 7.2 37 6.8 39 11.5

R22/23 Use the internet Base: 883 Base: 544 Base: 339

 259: Yes 475 53.8 303 55.7 125 36.9

 260: No 360 40.8 214 39.3 182 53.7

N/R 48 5.4 27 5.0 32 9.4

Q24 Reasons for not using the internet Base: 360 Base: 214 Base: 182

 261: Do not have access to the internet 122 13.8 33.9 73 13.4 34.1 57 16.8 31.3

 262: Do not want to use the internet 173 19.6 48.1 101 18.6 47.2 97 28.6 53.3

 263: Equipment costs too high 81 9.2 22.5 50 9.2 23.4 30 8.8 16.5

 264: Connection costs too high 70 7.9 19.4 43 7.9 20.1 26 7.7 14.3

 265: No free internet access near me 21 2.4 5.8 12 2.2 5.6 14 4.1 7.7

 266: Privacy and security concerns 54 6.1 15.0 31 5.7 14.5 33 9.7 18.1

 267: Physical disability 28 3.2 7.8 16 2.9 7.5 18 5.3 9.9

 268: Lack of confidence / skills 77 8.7 21.4 44 8.1 20.6 47 13.9 25.8

 269: Other 13 1.5 3.6 7 1.3 3.3 11 3.2 6.0

N/R 556 63.0 9.2 349 64.2 8.9 176 51.9 10.4

Q25 What have you used the CBH website for Base: 883 Base: 544 Base: 339

 270: Have never used the website 386 43.7 234 43.0 169 49.9

 271: General information about CBH 138 15.6 89 16.4 46.1 31 9.1 52.5

 272: News and events 40 4.5 26 4.8 13.5 7 2.1 11.9

 273: To get a form or document 51 5.8 33 6.1 17.1 9 2.7 15.3
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 274: To pay rent or service charges 109 12.3 73 13.4 37.8 11 3.2 18.6

 275: To contact CBH with a general query 62 7.0 40 7.4 20.7 13 3.8 22.0

 276: To report a repair 77 8.7 50 9.2 25.9 17 5.0 28.8

 277: To report ASB 21 2.4 14 2.6 7.3 4 1.2 6.8

 278: To get rent or benefits advice 36 4.1 24 4.4 12.4 4 1.2 6.8

 279: Other 66 7.5 42 7.7 21.8 16 4.7 27.1

N/R 200 22.7 117 21.5 111 32.7

R25 Have used the website Base: 883 Base: 544 Base: 339

 280: Yes 297 33.6 193 35.5 59 17.4

 281: No 386 43.7 234 43.0 169 49.9

N/R 200 22.7 117 21.5 111 32.7

Q26 Did you find the website helpful or unhelpful Base: 297 Base: 193 Base: 59

 282: Helpful 191 21.6 71.0 124 22.8 70.9 37 10.9 69.8

 283: Unhelpful 21 2.4 7.8 14 2.6 8.0 4 1.2 7.5

 284: Neither 57 6.5 21.2 37 6.8 21.1 12 3.5 22.6

 285: Can't remember 20 2.3 13 2.4 4 1.2

N/R 594 67.3 2.7 356 65.4 2.6 282 83.2 3.4

Q27a Environmental improvements/estate 

regeneration Base: 883 Base: 544 Base: 339

 286: First 63 7.1 10.5 39 7.2 10.4 24 7.1 11.9

 287: Second 68 7.7 11.4 43 7.9 11.5 20 5.9 10.0

 288: Third 171 19.4 28.6 109 20.0 29.1 47 13.9 23.4

 289: Fourth 296 33.5 49.5 183 33.6 48.9 110 32.4 54.7

N/R 284 32.2 170 31.3 138 40.7

Q27b Making your home more energy efficient Base: 883 Base: 544 Base: 339

 290: First 161 18.2 26.7 102 18.8 27.1 47 13.9 23.2

 291: Second 165 18.7 27.4 105 19.3 27.9 44 13.0 21.7

 292: Third 155 17.6 25.7 95 17.5 25.3 64 18.9 31.5

 293: Fourth 121 13.7 20.1 74 13.6 19.7 48 14.2 23.6

N/R 281 31.8 168 30.9 136 40.1

Q27c Clean and safe communal areas Base: 883 Base: 544 Base: 339

 294: First 71 8.0 11.9 41 7.5 11.1 43 12.7 21.1

 295: Second 190 21.5 31.9 116 21.3 31.3 77 22.7 37.7

 296: Third 188 21.3 31.5 119 21.9 32.1 54 15.9 26.5

 297: Fourth 147 16.6 24.7 95 17.5 25.6 30 8.8 14.7

N/R 288 32.6 173 31.8 135 39.8

Q27d Repairs and maintenance Base: 883 Base: 544 Base: 339

 298: First 331 37.5 53.7 210 38.6 54.5 95 28.0 45.9

 299: Second 182 20.6 29.5 113 20.8 29.4 65 19.2 31.4

 300: Third 80 9.1 13.0 48 8.8 12.5 38 11.2 18.4

 301: Fourth 23 2.6 3.7 14 2.6 3.6 9 2.7 4.3

N/R 267 30.2 159 29.2 132 38.9

Q28a Support and advice on claiming benefits and 

paying rent Base: 883 Base: 544 Base: 339

 302: First 167 18.9 27.1 104 19.1 26.9 59 17.4 29.9

 303: Second 134 15.2 21.7 85 15.6 22.0 37 10.9 18.8

 304: Third 116 13.1 18.8 73 13.4 18.9 36 10.6 18.3

 305: Fourth 104 11.8 16.9 64 11.8 16.5 39 11.5 19.8
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 306: Fifth 96 10.9 15.6 61 11.2 15.8 26 7.7 13.2

N/R 266 30.1 157 28.9 142 41.9

Q28b Tackling anti‐social behaviour Base: 883 Base: 544 Base: 339

 307: First 239 27.1 38.2 155 28.5 39.5 47 13.9 23.7

 308: Second 160 18.1 25.6 99 18.2 25.3 58 17.1 29.3

 309: Third 128 14.5 20.5 79 14.5 20.2 47 13.9 23.7

 310: Fourth 65 7.4 10.4 38 7.0 9.7 36 10.6 18.2

 311: Fifth 33 3.7 5.3 21 3.9 5.4 10 2.9 5.1

N/R 259 29.3 152 27.9 141 41.6

Q28c Help accessing employment and training Base: 883 Base: 544 Base: 339

 312: First 24 2.7 4.0 15 2.8 4.0 8 2.4 4.2

 313: Second 88 10.0 14.6 58 10.7 15.3 13 3.8 6.8

 314: Third 107 12.1 17.8 68 12.5 18.0 31 9.1 16.1

 315: Fourth 183 20.7 30.4 117 21.5 31.0 47 13.9 24.5

 316: Fifth 200 22.7 33.2 120 22.1 31.7 93 27.4 48.4

N/R 281 31.8 166 30.5 147 43.4

Q28d Reducing under‐occupation and making best 

use of housing Base: 883 Base: 544 Base: 339

 317: First 109 12.3 18.0 67 12.3 17.7 42 12.4 21.5

 318: Second 108 12.2 17.9 67 12.3 17.7 37 10.9 19.0

 319: Third 130 14.7 21.5 81 14.9 21.4 43 12.7 22.1

 320: Fourth 122 13.8 20.2 75 13.8 19.8 49 14.5 25.1

 321: Fifth 135 15.3 22.4 88 16.2 23.3 24 7.1 12.3

N/R 280 31.7 166 30.5 144 42.5

Q28e Improving customer communication Base: 883 Base: 544 Base: 339

 322: First 110 12.5 17.9 67 12.3 17.4 46 13.6 23.1

 323: Second 127 14.4 20.7 77 14.2 20.0 54 15.9 27.1

 324: Third 124 14.0 20.2 78 14.3 20.3 38 11.2 19.1

 325: Fourth 123 13.9 20.0 80 14.7 20.8 22 6.5 11.1

 326: Fifth 131 14.8 21.3 83 15.3 21.6 39 11.5 19.6

N/R 269 30.5 159 29.2 140 41.3

Q29 Do you live in sheltered housing Base: 883 Base: 544 Base: 339

 327: Yes 88 10.0 3 0.6 318 93.8

 328: No 738 83.6 505 92.8 5 1.5

N/R 57 6.5 36 6.6 16 4.7

Q30a Your support plan Base: 89 Base: 0 Base: 339

 329: Very satisfied 47 5.3 61.8 0 0.0 0.0 179 52.8 61.7

 330: Fairly satisfied 23 2.6 30.3 0 0.0 0.0 88 26.0 30.3

 331: Neither 5 0.6 6.6 0 0.0 0.0 18 5.3 6.2

 332: Fairly dissatisfied 1 0.1 1.3 0 0.0 0.0 5 1.5 1.7

 333: Very dissatisfied 0 0.0 0.0 0 0.0 0.0 0 0.0 0.0

 334: Not applicable 5 0.6 0 0.0 18 5.3

N/R 802 90.8 9.0 544 0.0 0.0 31 9.1 9.1

Q30b The frequency of contact with CBH staff who 

provide support Base: 89 Base: 0 Base: 339

 335: Very satisfied 41 4.6 52.6 0 0.0 0.0 155 45.7 52.4

 336: Fairly satisfied 28 3.2 35.9 0 0.0 0.0 107 31.6 36.1

 337: Neither 4 0.5 5.1 0 0.0 0.0 17 5.0 5.7

 338: Fairly dissatisfied 3 0.3 3.8 0 0.0 0.0 10 2.9 3.4
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Count % overall % valid Count % overall % valid Count % overall % valid

All tenants General needs Sheltered

 339: Very dissatisfied 2 0.2 2.6 0 0.0 0.0 7 2.1 2.4

 340: Not applicable 3 0.3 0 0.0 10 2.9

N/R 803 90.9 10.1 544 0.0 0.0 33 9.7 9.7

Q30c The overall service provided by CBH staff Base: 89 Base: 0 Base: 339

 341: Very satisfied 44 5.0 54.3 0 0.0 0.0 169 49.9 55.2

 342: Fairly satisfied 27 3.1 33.3 0 0.0 0.0 103 30.4 33.7

 343: Neither 7 0.8 8.6 0 0.0 0.0 25 7.4 8.2

 344: Fairly dissatisfied 2 0.2 2.5 0 0.0 0.0 6 1.8 2.0

 345: Very dissatisfied 1 0.1 1.2 0 0.0 0.0 3 0.9 1.0

 346: Not applicable 1 0.1 0 0.0 4 1.2

N/R 802 90.8 9.0 544 0.0 0.0 29 8.6 8.6

Q30d The helpline/emergency call system Base: 89 Base: 0 Base: 339

 347: Very satisfied 56 6.3 66.7 0 0.0 0.0 214 63.1 67.3

 348: Fairly satisfied 22 2.5 26.2 0 0.0 0.0 84 24.8 26.4

 349: Neither 3 0.3 3.6 0 0.0 0.0 12 3.5 3.8

 350: Fairly dissatisfied 2 0.2 2.4 0 0.0 0.0 6 1.8 1.9

 351: Very dissatisfied 1 0.1 1.2 0 0.0 0.0 2 0.6 0.6

 352: Not applicable 1 0.1 0 0.0 4 1.2

N/R 798 90.4 4.5 544 0.0 0.0 17 5.0 5.0

Q30e The safety & security of your home Base: 89 Base: 0 Base: 339

 353: Very satisfied 52 5.9 61.2 0 0.0 0.0 199 58.7 61.6

 354: Fairly satisfied 27 3.1 31.8 0 0.0 0.0 103 30.4 31.9

 355: Neither 3 0.3 3.5 0 0.0 0.0 10 2.9 3.1

 356: Fairly dissatisfied 2 0.2 2.4 0 0.0 0.0 7 2.1 2.2

 357: Very dissatisfied 1 0.1 1.2 0 0.0 0.0 4 1.2 1.2

 358: Not applicable 0 0.0 0 0.0 0 0.0

N/R 798 90.4 4.5 544 0.0 0.0 16 4.7 4.7

Q30f How easy it is to access all areas of your home 

and scheme Base: 89 Base: 0 Base: 339

 359: Very satisfied 54 6.1 65.9 0 0.0 0.0 204 60.2 65.6

 360: Fairly satisfied 22 2.5 26.8 0 0.0 0.0 82 24.2 26.4

 361: Neither 5 0.6 6.1 0 0.0 0.0 20 5.9 6.4

 362: Fairly dissatisfied 1 0.1 1.2 0 0.0 0.0 4 1.2 1.3

 363: Very dissatisfied 0 0.0 0.0 0 0.0 0.0 1 0.3 0.3

 364: Not applicable 1 0.1 0 0.0 2 0.6

N/R 801 90.7 7.9 544 0.0 0.0 26 7.7 7.7

Q30g The facilities at your scheme Base: 89 Base: 0 Base: 339

 365: Very satisfied 45 5.1 54.9 0 0.0 0.0 171 50.4 55.2

 366: Fairly satisfied 27 3.1 32.9 0 0.0 0.0 102 30.1 32.9

 367: Neither 7 0.8 8.5 0 0.0 0.0 27 8.0 8.7

 368: Fairly dissatisfied 2 0.2 2.4 0 0.0 0.0 7 2.1 2.3

 369: Very dissatisfied 1 0.1 1.2 0 0.0 0.0 3 0.9 1.0

 370: Not applicable 2 0.2 0 0.0 7 2.1

N/R 800 90.6 6.7 544 0.0 0.0 22 6.5 6.5

D101 Stock Type Base: 883 Base: 544 Base: 339

 371: General needs 794 89.9 544 100.0 0 0.0

 372: Sheltered 89 10.1 0 0.0 339 100.0

 373: Leaseholder 0 0.0 0 0.0 0 0.0

N/R 0 0.0 0 0.0 0 0.0

D102 Ward (old) Base: 883 Base: 544 Base: 339
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Count % overall % valid Count % overall % valid Count % overall % valid

All tenants General needs Sheltered

 374: Berechurch 97 11.0 63 11.6 21 6.2

 375: Birch & Winstree 10 1.1 7 1.3 0 0.0

 376: Castle 25 2.8 15 2.8 10 2.9

 377: Christchurch 0 0.0 0 0.0 0 0.0

 378: Copford & W Stanway 1 0.1 1 0.2 0 0.0

 379: Dedham & Langham 10 1.1 7 1.3 0 0.0

 380: East Donyland 17 1.9 8 1.5 19 5.6

 381: Fordham & Stour 23 2.6 16 2.9 0 0.0

 382: Great Tey 12 1.4 8 1.5 0 0.0

 383: Highwoods 8 0.9 2 0.4 18 5.3

 384: Lexden 20 2.3 14 2.6 0 0.0

 385: Marks Tey 9 1.0 6 1.1 0 0.0

 386: Mile End 19 2.2 13 2.4 0 0.0

 387: New Town 15 1.7 7 1.3 17 5.0

 388: Old Heath 59 6.7 33 6.1 41 12.1

 389: Prettygate 36 4.1 25 4.6 0 0.0

 390: Pyefleet 9 1.0 6 1.1 0 0.0

 391: Shrub End 100 11.3 60 11.0 46 13.6

 392: St Andrews 207 23.4 140 25.7 10 2.9

 393: St Annes 66 7.5 39 7.2 34 10.0

 394: Stanway 44 5.0 18 3.3 67 19.8

 395: St Johns 6 0.7 4 0.7 0 0.0

 396: Tiptree 25 2.8 15 2.8 12 3.5

 397: W Bergholt & E A Gr 31 3.5 21 3.9 2 0.6

 398: West Mersea 18 2.0 10 1.8 12 3.5

 399: Wivenhoe Quay 14 1.6 5 0.9 27 8.0

N/R 2 0.2 1 0.2 3 0.9

D103 Ward (new) Base: 883 Base: 544 Base: 339

 400: Berechurch 108 12.2 67 12.3 40 11.8

 401: Castle 25 2.8 15 2.8 10 2.9

 402: Greenstead 207 23.4 140 25.7 10 2.9

 403: Highwoods 8 0.9 2 0.4 18 5.3

 404: Lexden & Braiswick 41 4.6 28 5.1 2 0.6

 405: Marks Tey & Layer 20 2.3 14 2.6 0 0.0

 406: Mersea & Pyefleet 27 3.1 16 2.9 12 3.5

 407: Mile End 19 2.2 13 2.4 0 0.0

 408: New Town & Christ Church 11 1.2 7 1.3 2 0.6

 409: Old Heath & Hythe 69 7.8 37 6.8 56 16.5

 410: Prettygate 51 5.8 35 6.4 0 0.0

 411: Rural North 41 4.6 28 5.1 0 0.0

 412: Shrub End 100 11.3 60 11.0 46 13.6

 413: St Anne's & St John's 72 8.2 43 7.9 34 10.0

 414: Stanway 44 5.0 18 3.3 67 19.8

 415: Tiptree 25 2.8 15 2.8 12 3.5

 416: Wivenhoe 14 1.6 5 0.9 27 8.0

N/R 2 0.2 1 0.2 3 0.9

D104 Neighbourhood zone Base: 883 Base: 544 Base: 339

 417: Zone 1 27 3.1 16 2.9 12 3.5

 418: Zone 2 57 6.5 37 6.8 12 3.5

 419: Zone 3 97 11.0 63 11.6 20 5.9

 420: Zone 4 200 22.7 117 21.5 113 33.3

 421: Zone 5 188 21.3 111 20.4 98 28.9

 422: Zone 6 287 32.5 184 33.8 71 20.9

 423: Zone 7 25 2.8 15 2.8 10 2.9

N/R 2 0.2 1 0.2 3 0.9

D105 Urban or rural Base: 883 Base: 544 Base: 339

 424: Urban 668 75.7 419 77.0 216 63.7

 425: Rural 212 24.0 124 22.8 120 35.4

N/R 2 0.2 1 0.2 3 0.9
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Count % overall % valid Count % overall % valid Count % overall % valid

All tenants General needs Sheltered

D106 Property Type Base: 883 Base: 544 Base: 339

 426: Bedsit 27 3.1 12 2.2 38 11.2

 427: Flat 410 46.4 239 43.9 233 68.7

 428: House or bungalow 443 50.2 292 53.7 65 19.2

N/R 2 0.2 1 0.2 3 0.9

D107 Age group Base: 883 Base: 544 Base: 339

 429: 16 ‐ 24 years 15 1.7 10 1.8 0 0.0

 430: 25 ‐ 34 years 60 6.8 41 7.5 0 0.0

 431: 35 ‐ 44 years 98 11.1 67 12.3 1 0.3

 432: 45 ‐ 54 years 121 13.7 83 15.3 1 0.3

 433: 55 ‐ 59 years 88 10.0 60 11.0 2 0.6

 434: 60 ‐ 64 years 85 9.6 53 9.7 29 8.6

 435: 65 ‐ 74 years 208 23.6 119 21.9 131 38.6

 436: 75 ‐ 84 years 134 15.2 72 13.2 110 32.4

 437: 85 years and over 70 7.9 37 6.8 61 18.0

N/R 4 0.5 2 0.4 4 1.2

D108 Age group [simple] Base: 883 Base: 544 Base: 339

 438: 16‐34 74 8.4 51 9.4 0 0.0

 439: 35‐49 146 16.5 100 18.4 1 0.3

 440: 50‐64 246 27.9 163 30.0 32 9.4

 441: 65+ 412 46.7 228 41.9 302 89.1

N/R 4 0.5 2 0.4 4 1.2

D109 Gender Base: 883 Base: 544 Base: 339

 442: Male 280 31.7 169 31.1 127 37.5

 443: Female 601 68.1 374 68.8 209 61.7

N/R 2 0.2 1 0.2 3 0.9

D110 Ethnic background Base: 883 Base: 544 Base: 339

 444: British 832 94.2 513 94.3 316 93.2

 445: Irish 1 0.1 0 0.0 2 0.6

 446: Gypsy or Irish Traveller 0 0.0 0 0.0 0 0.0

 447: Other White background 16 1.8 10 1.8 4 1.2

 448: White & Black Caribbean 1 0.1 1 0.2 0 0.0

 449: White & Black African 0 0.0 0 0.0 1 0.3

 450: White & Asian 2 0.2 1 0.2 1 0.3

 451: Other Mixed / multiple ethnic background 2 0.2 1 0.2 1 0.3

 452: Indian 0 0.0 0 0.0 0 0.0

 453: Pakistani 0 0.0 0 0.0 0 0.0

 454: Bangladeshi 0 0.0 0 0.0 0 0.0

 455: Chinese 1 0.1 0 0.0 3 0.9

 456: Other Asian background 1 0.1 0 0.0 3 0.9

 457: African 6 0.7 4 0.7 0 0.0

 458: Caribbean 0 0.0 0 0.0 1 0.3

 459: Other Black background 4 0.5 3 0.6 0 0.0

 460: Arab 0 0.0 0 0.0 0 0.0

 461: Any other ethnic group 4 0.5 3 0.6 0 0.0

 462: Prefer not to say 6 0.7 4 0.7 2 0.6

 463: Unknown 5 0.6 3 0.6 2 0.6

N/R 2 0.2 1 0.2 3 0.9

D111 Ethnic background [simple] Base: 883 Base: 544 Base: 339

 464: White British 832 94.2 513 94.3 316 93.2

 465: BME 38 4.3 23 4.2 16 4.7

N/R 14 1.6 8 1.5 7 2.1

D112 Disability Base: 883 Base: 544 Base: 339
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Count % overall % valid Count % overall % valid Count % overall % valid

All tenants General needs Sheltered

 466: Yes 275 31.1 168 30.9 112 33.0

 467: No 606 68.6 375 68.9 224 66.1

N/R 2 0.2 1 0.2 3 0.9

D113 Receive Housing Benefit Base: 883 Base: 544 Base: 339

 468: Yes 580 65.7 350 64.3 264 77.9

 469: No 301 34.1 193 35.5 72 21.2

N/R 2 0.2 1 0.2 3 0.9

D114 Had a repair in the last 12 months Base: 883 Base: 544 Base: 339

 470: Yes 740 83.8 456 83.8 282 83.2

 471: No 141 16.0 87 16.0 54 15.9

N/R 2 0.2 1 0.2 3 0.9

D115 Made a complaint in the last 12 months Base: 883 Base: 544 Base: 339

 472: Yes 10 1.1 7 1.3 1 0.3

 473: No 870 98.5 536 98.5 335 98.8

N/R 2 0.2 1 0.2 3 0.9

D116 Reported ASB in the last 12 months Base: 883 Base: 544 Base: 339

 474: Yes 28 3.2 19 3.5 2 0.6

 475: No 852 96.5 524 96.3 334 98.5

N/R 2 0.2 1 0.2 3 0.9

D117 Tenancy audit Base: 883 Base: 544 Base: 339

 476: Yes 568 64.3 387 71.1 13 3.8

 477: No 313 35.4 156 28.7 323 95.3

N/R 2 0.2 1 0.2 3 0.9

Survey methodology Base: 883 Base: 544 Base: 339

 478: Postal 822 93.1 504 92.6 329 97.1

 479: Web 61 6.9 40 7.4 10 2.9

N/R 0 0.0 0 0.0 0 0.0
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Appendix E. Data summary - leaseholders 

Please note that throughout the report 
the quoted results typically refer to the 
‘valid’ column of the data summary if it 
appears. 
 
The ‘valid’ column contains data that has 
been rebased, normally because non-
respondents were excluded and/or 
question routing applied. 
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Appendix E. Data summary ‐ leaseholders

Frequency % overall % valid

Q1 Taking everything into account, how satisfied or dissatisfied are you with the 

service provided by Colchester Borough Homes (CBH) Base: 290
 1: Very satisfied 47 16.2 16.4
 2: Fairly satisfied 159 54.8 55.4
 3: Neither 32 11.0 11.1
 4: Fairly dissatisfied 31 10.7 10.8
 5: Very dissatisfied 18 6.2 6.3

N/R 3 1.0

Q2a Satisfaction with quality of leasehold property Base: 290
 6: Very satisfied 67 23.1 23.4
 7: Fairly satisfied 160 55.2 55.9
 8: Neither 17 5.9 5.9
 9: Fairly dissatisfied 24 8.3 8.4
 10: Very dissatisfied 18 6.2 6.3
 11: Not applicable 2 0.7

N/R 2 0.7

Q2b Service charges provide value for money Base: 290
 12: Very satisfied 54 18.6 18.9
 13: Fairly satisfied 125 43.1 43.9
 14: Neither 36 12.4 12.6
 15: Fairly dissatisfied 38 13.1 13.3
 16: Very dissatisfied 32 11.0 11.2
 17: Not applicable 2 0.7

N/R 3 1.0

Q3a Consultation received when service charge set Base: 290
 18: Very satisfied 35 12.1 13.0
 19: Fairly satisfied 103 35.5 38.1
 20: Neither 72 24.8 26.7
 21: Fairly dissatisfied 27 9.3 10.0
 22: Very dissatisfied 33 11.4 12.2
 23: Not applicable 10 3.4

N/R 10 3.4

Q3b Ease of understanding service charge statement Base: 290
 24: Very satisfied 86 29.7 30.5
 25: Fairly satisfied 153 52.8 54.3
 26: Neither 20 6.9 7.1
 27: Fairly dissatisfied 13 4.5 4.6
 28: Very dissatisfied 10 3.4 3.5
 29: Not applicable 2 0.7

N/R 6 2.1

Q3c Information how service charge is calculated Base: 290
 30: Very satisfied 65 22.4 23.3
 31: Fairly satisfied 147 50.7 52.7
 32: Neither 29 10.0 10.4
 33: Fairly dissatisfied 22 7.6 7.9
 34: Very dissatisfied 16 5.5 5.7
 35: Not applicable 2 0.7
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Frequency % overall % valid

N/R 9 3.1

Q4 How satisfied or dissatisfied are you that CBH listens to your views and acts upon 

them Base: 290
 36: Very satisfied 19 6.6 6.7
 37: Fairly satisfied 115 39.7 40.5
 38: Neither 76 26.2 26.8
 39: Fairly dissatisfied 42 14.5 14.8
 40: Very dissatisfied 32 11.0 11.3

N/R 6 2.1

Q5 How good or poor do you feel CBH is at keeping you informed about things that 

might affect you as a resident Base: 290
 41: Very good 39 13.4 13.7
 42: Fairly good 139 47.9 48.8
 43: Neither 40 13.8 14.0
 44: Fairly poor 40 13.8 14.0
 45: Very poor 27 9.3 9.5

N/R 5 1.7

Q6 Preferred method of being kept informed and contact Base: 290
 46: Email 112 38.6
 47: Telephone 122 42.1
 48: Text/SMS 33 11.4
 49: In writing 202 69.7
 50: Visit to the office 26 9.0
 51: Visit to your home by staff 47 16.2
 52: Open meetings 20 6.9
 53: Newsletter by post 164 56.6
 54: Newsletter by email 39 13.4
 55: Other 1.0 0.3

N/R 7 2.4

Q7 Aware of leaseholder focus group? Base: 290
 56: Yes 146 50.3
 57: No 136 46.9

N/R 8 2.8

Q8a Obligations under T&Cs of your lease Base: 290
 58: Very satisfied 54 18.6 19.1
 59: Fairly satisfied 158 54.5 55.8
 60: Neither 42 14.5 14.8
 61: Fairly dissatisfied 18 6.2 6.4
 62: Very dissatisfied 11 3.8 3.9
 63: Not applicable 1 0.3

N/R 6 2.1

Q8b CBH website as a source of useful information Base: 290
 64: Very satisfied 24 8.3 11.5
 65: Fairly satisfied 70 24.1 33.7
 66: Neither 96 33.1 46.2
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 67: Fairly dissatisfied 11 3.8 5.3
 68: Very dissatisfied 7 2.4 3.4
 69: Not applicable 57 19.7

N/R 25 8.6

Q8c The Leaseholder Annual Newsletter Base: 290
 70: Very satisfied 64 22.1 23.7
 71: Fairly satisfied 139 47.9 51.5
 72: Neither 49 16.9 18.1
 73: Fairly dissatisfied 8 2.8 3.0
 74: Very dissatisfied 10 3.4 3.7
 75: Not applicable 9 3.1

N/R 11 3.8

Q9a Your enquiries generally Base: 290
 76: Very satisfied 46 15.9 17.1
 77: Fairly satisfied 119 41.0 44.2
 78: Neither 38 13.1 14.1
 79: Fairly dissatisfied 33 11.4 12.3
 80: Very dissatisfied 33 11.4 12.3
 81: No opinion 14 4.8

N/R 7 2.4

Q9b The way CBH deals with complaints Base: 290
 82: Very satisfied 25 8.6 10.6
 83: Fairly satisfied 92 31.7 39.1
 84: Neither 47 16.2 20.0
 85: Fairly dissatisfied 37 12.8 15.7
 86: Very dissatisfied 34 11.7 14.5
 87: No opinion 45.0 15.5

N/R 10 3.4

Q10 Contacted CBH in the last 12 months Base: 290
 88: Yes 143 49.3
 89: No 139 47.9

N/R 8 2.8

Q11a Ability of staff to deal with query Base: 143
 90: Very satisfied 25 8.6 17.7
 91: Fairly satisfied 47 16.2 33.3
 92: Neither 10 3.4 7.1
 93: Fairly dissatisfied 37 12.8 26.2
 94: Very dissatisfied 22 7.6 15.6

N/R 149 51.4 1.4

Q11b The final outcome of your query Base: 143
 95: Very satisfied 23 7.9 16.8
 96: Fairly satisfied 32 11.0 23.4
 97: Neither 12 4.1 8.8
 98: Fairly dissatisfied 29 10.0 21.2
 99: Very dissatisfied 41 14.1 29.9
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N/R 153 52.8 4.2

Q12 Satisfaction with repairs and maintenance Base: 290
 100: Very satisfied 26 9.0 9.1
 101: Fairly satisfied 130 44.8 45.6
 102: Neither 47 16.2 16.5
 103: Fairly dissatisfied 48 16.6 16.8
 104: Very dissatisfied 34 11.7 11.9

N/R 5 1.7

Q13a External building repairs and maintenance Base: 290
 105: Very satisfied 39 13.4 13.8
 106: Fairly satisfied 123 42.4 43.6
 107: Neither 41 14.1 14.5
 108: Fairly dissatisfied 39 13.4 13.8
 109: Very dissatisfied 40 13.8 14.2
 110: Don't know/ NA 5 1.7

N/R 3 1.0

Q13b Repairs to communal areas Base: 290
 111: Very satisfied 22 7.6 9.9
 112: Fairly satisfied 91 31.4 40.8
 113: Neither 46 15.9 20.6
 114: Fairly dissatisfied 29 10.0 13.0
 115: Very dissatisfied 35 12.1 15.7
 116: Don't know/ NA 55 19.0

N/R 12 4.1

Q14a Neighbourhood as a place to live Base: 290
 117: Very satisfied 85 29.3 29.7
 118: Fairly satisfied 142 49.0 49.7
 119: Neither 28 9.7 9.8
 120: Fairly dissatisfied 20 6.9 7.0
 121: Very dissatisfied 11 3.8 3.8

N/R 4 1.4

Q14b The overall appearance of the neighbourhood Base: 290
 122: Very satisfied 44 15.2 15.5
 123: Fairly satisfied 148 51.0 52.1
 124: Neither 30 10.3 10.6
 125: Fairly dissatisfied 43 14.8 15.1
 126: Very dissatisfied 19 6.6 6.7
 127: Don't know/ NA 2 0.7

N/R 4 1.4

Q14c The grounds maintenance in the area Base: 290
 128: Very satisfied 76 26.2 27.4
 129: Fairly satisfied 124 42.8 44.8
 130: Neither 25 8.6 9.0
 131: Fairly dissatisfied 32 11.0 11.6
 132: Very dissatisfied 20 6.9 7.2
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 133: Don't know/ NA 10 3.4

N/R 3 1.0

Q14d The Community Caretaker service Base: 290
 134: Very satisfied 22 7.6 13.3
 135: Fairly satisfied 49 16.9 29.5
 136: Neither 57 19.7 34.3
 137: Fairly dissatisfied 15 5.2 9.0
 138: Very dissatisfied 23 7.9 13.9
 139: Don't know/ NA 114 39.3

N/R 10 3.4

Q15 Live in a flat with a communal entrance Base: 290
 140: Yes 154 53.1
 141: No 133 45.9

N/R 3 1.0

Q16a Satisfaction with internal communal areas Base: 154
 142: Very satisfied 21 7.2 14.0
 143: Fairly satisfied 68 23.4 45.3
 144: Neither 14 4.8 9.3
 145: Fairly dissatisfied 24 8.3 16.0
 146: Very dissatisfied 23 7.9 15.3
 147: Not applicable 2 0.7

N/R 138 47.6 1.3

Q16b Satisfaction with external communal areas Base: 154
 148: Very satisfied 18 6.2 12.4
 149: Fairly satisfied 60 20.7 41.4
 150: Neither 18 6.2 12.4
 151: Fairly dissatisfied 28 9.7 19.3
 152: Very dissatisfied 21 7.2 14.5
 153: Not applicable 5 1.7

N/R 140 48.3 2.6

Q16c Satisfaction with communal window cleaning Base: 154
 154: Very satisfied 14 4.8 10.2
 155: Fairly satisfied 44 15.2 32.1
 156: Neither 26 9.0 19.0
 157: Fairly dissatisfied 29 10.0 21.2
 158: Very dissatisfied 24 8.3 17.5
 159: Not applicable 11 3.8

N/R 142 49.0 3.9

Q17a Feel safe in the neighbourhood during the day Base: 290
 160: Very satisfied 75 25.9 26.7
 161: Fairly satisfied 153 52.8 54.4
 162: Neither 30 10.3 10.7
 163: Fairly dissatisfied 13 4.5 4.6
 164: Very dissatisfied 10 3.4 3.6
 165: Not applicable 7 2.4

80
262



Appendix E. Data summary ‐ leaseholders

Frequency % overall % valid

N/R 2 0.7

Q17b Feel safe in the neighbourhood at night Base: 290
 166: Very satisfied 44 15.2 15.7
 167: Fairly satisfied 142 49.0 50.5
 168: Neither 39 13.4 13.9
 169: Fairly dissatisfied 34 11.7 12.1
 170: Very dissatisfied 22 7.6 7.8
 171: Not applicable 5 1.7

N/R 4 1.4

Q18 The way CBH deals with ASB Base: 290
 172: Very satisfied 21 7.2 9.3
 173: Fairly satisfied 89 30.7 39.4
 174: Neither 70 24.1 31.0
 175: Fairly dissatisfied 24 8.3 10.6
 176: Very dissatisfied 22 7.6 9.7
 177: No opinion 63 21.7

N/R 1 0.3

Q19 Managing finances and paying service charges Base: 290
 178: Very satisfied 37 12.8 17.1
 179: Fairly satisfied 93 32.1 43.1
 180: Neither 57 19.7 26.4
 181: Fairly dissatisfied 11 3.8 5.1
 182: Very dissatisfied 18 6.2 8.3
 183: No opinion 70 24.1

N/R 4 1.4

Q20 Experienced financial difficulties in the last year Base: 290
 184: Mortgage 7 2.4
 185: Service charge 14 4.8
 186: Gas and electricity 13 4.5
 187: Other household bills 10 3.4
 188: Loans and credit cards 9 3.1
 189: Other 6 2.1
 190: No financial difficulties 229 79.0

N/R 31 10.7

R20 Experienced financial difficulties Base: 290
 191: Yes 30 10.3
 192: No 229 79.0

N/R 31 10.7

Q21 Do you do any of the following using a computer, laptop, tablet, mobile phone 

etc. Base: 290
 193: Send emails 175 60.3
 194: Use Facebook, or other social media 117 40.3
 195: Online shopping 116 40.0
 196: Online banking 123 42.4
 197: Use the Council or CBH's online services 54 18.6
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 198: Use other government services 76 26.2
 199: None of these 78 26.9

N/R 20 6.9

Q22 Do you use the internet in any of the following ways Base: 290
 200: Using a home computer or laptop 158 54.5
 201: Using a smartphone 114 39.3
 202: Using a tablet 105 36.2
 203: Using a smart TV, set‐top box or console 47 16.2
 204: At work 67 23.1
 205: At a public site 14 4.8
 206: I do not use the internet 70 24.1

N/R 23 7.9

R21/22 Use the internet Base: 290
 207: Yes 200 69.0
 208: No 74 25.5

N/R 16 5.5

Q23 Reasons for not using the internet Base: 70
 209: Do not have access to the internet 29 10.0 41.4
 210: Do not want to use the internet 33 11.4 47.1
 211: Equipment costs too high 13 4.5 18.6
 212: Connection costs too high 13 4.5 18.6
 213: No free internet access near me 4 1.4 5.7
 214: Privacy and security concerns 15 5.2 21.4
 215: Physical disability 9 3.1 12.9
 216: Lack of confidence / skills 18 6.2 25.7
 217: Other 2 0.7 2.9

N/R 225 77.6 7.1

Q24 What have you used the CBH website for Base: 290
 218: Have never used the website 146 50.3
 219: General information about CBH 57 19.7
 220: News and events 9 3.1
 221: To get a form or document 12 4.1
 222: To pay service charges 25 8.6
 223: To contact CBH with a general query 28 9.7
 224: To report a repair 23 7.9
 225: To report ASB 5 1.7
 226: To get rent or benefits advice 4 1.4
 227: Other 10 3.4

N/R 46 15.9

R24 Have used the website Base: 290
 228: Yes 98 33.8
 229: No 146 50.3

N/R 46 15.9

Q25 Did you find the website helpful or unhelpful Base: 98
 230: Helpful 49 16.9 55.1
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 231: Unhelpful 13 4.5 14.6
 232: Neither 27 9.3 30.3
 233: Can't remember 9 3.1

N/R 192 66.2 0.0

Q26a Environmental improvements/estate regeneration Base: 290
 234: First 46 15.9 19.5
 235: Second 29 10.0 12.3
 236: Third 58 20.0 24.6
 237: Fourth 103 35.5 43.6

N/R 54 18.6

Q26b Making your home more energy efficient Base: 290
 238: First 51 17.6 21.3
 239: Second 37 12.8 15.5
 240: Third 69 23.8 28.9
 241: Fourth 82 28.3 34.3

N/R 51 17.6

Q26c Clean and safe communal areas Base: 290
 242: First 55 19.0 22.9
 243: Second 71 24.5 29.6
 244: Third 72 24.8 30.0
 245: Fourth 42 14.5 17.5

N/R 50 17.2

Q26d Repairs and maintenance Base: 290
 246: First 107 36.9 43.7
 247: Second 99 34.1 40.4
 248: Third 34 11.7 13.9
 249: Fourth 5 1.7 2.0

N/R 45 15.5

Q27a Support and advice on claiming benefits Base: 290
 250: First 11 3.8 4.5
 251: Second 16 5.5 6.6
 252: Third 32 11.0 13.2
 253: Fourth 42 14.5 17.3
 254: Fifth 142 49.0 58.4

N/R 47 16.2

Q27b Tackling anti‐social behaviour Base: 290
 255: First 122 42.1 47.7
 256: Second 52 17.9 20.3
 257: Third 48 16.6 18.8
 258: Fourth 30 10.3 11.7
 259: Fifth 4 1.4 1.6

N/R 34 11.7

Q27c Help accessing employment and training Base: 290
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 260: First 23 7.9 9.4
 261: Second 50 17.2 20.4
 262: Third 62 21.4 25.3
 263: Fourth 79 27.2 32.2
 264: Fifth 31 10.7 12.7

N/R 45 15.5

Q27d Reducing under‐occupation and making best use of housing Base: 290
 265: First 60 20.7 24.2
 266: Second 57 19.7 23.0
 267: Third 65 22.4 26.2
 268: Fourth 38 13.1 15.3
 269: Fifth 28 9.7 11.3

N/R 42 14.5

Q27e Improving customer communication Base: 290
 270: First 51 17.6 20.2
 271: Second 72 24.8 28.6
 272: Third 38 13.1 15.1
 273: Fourth 54 18.6 21.4
 274: Fifth 37 12.8 14.7

N/R 38 13.1

D101 Stock Type Base: 290
 275: General needs 0 0.0
 276: Sheltered 0 0.0
 277: Leaseholder 290 100.0

N/R 0 0.0

D102 Ward (old) Base: 290
 278: Berechurch 22 7.6
 279: Birch & Winstree 1 0.3
 280: Castle 14 4.8
 281: Christchurch 0 0.0
 282: Copford & W Stanway 1 0.3
 283: Dedham & Langham 0 0.0
 284: East Donyland 6 2.1
 285: Fordham & Stour 3 1.0
 286: Great Tey 0 0.0
 287: Highwoods 0 0.0
 288: Lexden 7 2.4
 289: Marks Tey 2 0.7
 290: Mile End 2 0.7
 291: New Town 4 1.4
 292: Old Heath 24 8.3
 293: Prettygate 10 3.4
 294: Pyefleet 1 0.3
 295: Shrub End 65 22.4
 296: St Andrews 102 35.2
 297: St Annes 2 0.7
 298: Stanway 2 0.7
 299: St Johns 2 0.7
 300: Tiptree 6 2.1
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 301: W Bergholt & E A Gr 5 1.7
 302: West Mersea 7 2.4
 303: Wivenhoe Quay 2 0.7

N/R 0 0.0

D103 Ward (new) Base: 290
 304: Berechurch 22 7.6
 305: Castle 14 4.8
 306: Greenstead 102 35.2
 307: Highwoods 0 0.0
 308: Lexden & Braiswick 12 4.1
 309: Marks Tey & Layer 4 1.4
 310: Mersea & Pyefleet 8 2.8
 311: Mile End 2 0.7
 312: New Town & Christ Church 4 1.4
 313: Old Heath & Hythe 30 10.3
 314: Prettygate 10 3.4
 315: Rural North 3 1.0
 316: Shrub End 65 22.4
 317: St Anne's & St John's 4 1.4
 318: Stanway 2 0.7
 319: Tiptree 6 2.1
 320: Wivenhoe 2 0.7

N/R 0 0.0

D104 Neighbourhood zone Base: 290
 321: Zone 1 8 2.8
 322: Zone 2 10 3.4
 323: Zone 3 12 4.1
 324: Zone 4 84 29.0
 325: Zone 5 56 19.3
 326: Zone 6 106 36.6
 327: Zone 7 14 4.8

N/R 0 0.0

D105 Urban or rural Base: 290
 328: Urban 254 87.6
 329: Rural 36 12.4

N/R 0 0.0

D106 Property Type Base: 290
 330: Bedsit 1 0.3
 331: Flat 289 99.7
 332: House or bungalow 0 0.0

N/R 0 0.0

D107 Age group Base: 290
 333: 16 ‐ 24 years 0 0.0
 334: 25 ‐ 34 years 12 4.1
 335: 35 ‐ 44 years 21 7.2
 336: 45 ‐ 54 years 27 9.3
 337: 55 ‐ 59 years 23 7.9
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 338: 60 ‐ 64 years 28 9.7
 339: 65 ‐ 74 years 71 24.5
 340: 75 ‐ 84 years 43 14.8
 341: 85 years and over 16 5.5

N/R 49 16.9

D108 Age group [simple] Base: 290
 342: 16‐34 12 4.1
 343: 35‐49 29 10.0
 344: 50‐64 70 24.1
 345: 65+ 130 44.8

N/R 49 16.9

D109 Gender Base: 290
 346: Male 139 47.9
 347: Female 150 51.7

N/R 1 0.3

D110 Ethnic background Base: 290
 348: British 160 55.2
 349: Irish 1 0.3
 350: Gypsy or Irish Traveller 0 0.0
 351: Other White background 2 0.7
 352: White & Black Caribbean 0 0.0
 353: White & Black African 1 0.3
 354: White & Asian 1 0.3
 355: Other Mixed / multiple ethnic background 2 0.7
 356: Indian 0 0.0
 357: Pakistani 0 0.0
 358: Bangladeshi 0 0.0
 359: Chinese 1 0.3
 360: Other Asian background 2 0.7
 361: African 0 0.0
 362: Caribbean 1 0.3
 363: Other Black background 0 0.0
 364: Arab 0 0.0
 365: Any other ethnic group 2 0.7
 366: Prefer not to say 38 13.1
 367: Unknown 79 27.2

N/R 0 0.0

D111 Ethnic background [simple] Base: 290
 368: White British 160 55.2
 369: BME 13 4.5

N/R 117 40.3

D112 Disability Base: 290
 370: Yes 46 15.9
 371: No 244 84.1

N/R 0 0.0
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D113 Receive Housing Benefit Base: 290
 372: Yes 0 0.0
 373: No 290 100.0

N/R 0 0.0

D114 Had a repair in the last 12 months Base: 290
 374: Yes 15 5.2
 375: No 275 94.8

N/R 0 0.0

D115 Made a complaint in the last 12 months Base: 290
 376: Yes 1 0.3
 377: No 289 99.7

N/R 0 0.0

D116 Reported ASB in the last 12 months Base: 290
 378: Yes 5 1.7
 379: No 285 98.3

N/R 0 0.0

D117 Tenancy audit Base: 290
 380: Yes 1 0.3
 381: No 289 99.7

N/R 0 0.0

Survey methodology Base: 290
 382: Postal 274 94.5
 383: Web 16 5.5

N/R 0 0.0
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 13 
 
SUBJECT:  Annual Report from Finance & Audit Committee 
 
REPORT BY: Nigel Chapman, Chair of Finance & Audit Committee 
 
 
FOR INFORMATION 
 
1. Introduction & Purpose 
  
1.1 Board is invited to note the report, which outlines the main areas of the 

Finance & Audit Committee’s (the ‘Committee’) activity during the 2015/16 
financial year. 

  
1.2 The Finance & Audit Committee approved this report for presentation to 

Board at its meeting on 21 July 2015. 
  
2. Background 
  
2.1 This report outlines the activities of the Committee during 2015/16 and is 

presented to the Board as part of the governance assurance process. 
  
2.2 The purpose of the Committee, as set out in the Terms of Reference, is to: 

 
(a) Provide independent assurance of the adequacy of the risk 

management framework and the associated control environment 
(b) Provide independent scrutiny of the Company’s financial and non-

financial performance, including trading activity, to the extent that it 
affects the Company’s exposure to risk and weakens the control 
environment 

(c) Oversee the financial reporting process.  
  
2.3 The minutes of each Committee meeting have been reported to the Board 

and the Chair of the Committee has made the Board aware of any concerns 
at these meetings.   

  
2.4 During the year, the Committee has received a Finance Assurance Report at 

each meeting, setting out financial and risk management performance. 
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3. Finance & Audit Committee Activity – 2015-16 
  
 Risk Management 
  

3.1 The Committee has taken a robust approach to managing risk and this was 
accepted as a standing item on all Committee agendas following approval of 
the revised Risk Management Strategy in March 2015.  

  
3.2 In July 2015 the Director of Resources presented a modified Risk Register, 

capturing all data in previous versions, but in a simplified form which now 
allows Members to quickly note the information included.  The Committee has 
continued its work in helping to identify and score strategic risks. All risks of 
strategic importance are reported to each Committee meeting, with progress 
on mitigating actions examined and discussed by Committee Members.  

  
 Financial Performance and Reporting 
  

3.3 Each quarter, the Committee received a detailed update on the current 
financial position of the Company, focusing on the CBH management fee 
budgets, CBC delegated budgets and outstanding debts. Committee also 
receives a report at each meeting detailing ongoing trading activities of CBH.  

  
3.4 At its meeting of 30 July 2015, the Committee scrutinised the Audited 

Financial Statements before they were brought to Board for approval. At this 
meeting, members met with the external auditor without CBH officers present 
to discuss any concerns. No concerns were raised by the auditor or Members. 
The Financial Statements were then approved by Board and a copy sent to 
Companies House as our Annual Return. 

  
3.5 At its meeting on 15 December 2015, the Committee scrutinised the proposed 

budgets for 2015/16, noted the 6% reduction from CBC in the Management 
Fee budget and recommended the 2015/16 Budget for Board approval.  

  
 Non-Financial Performance 
  

3.6 The Committee reviewed and approved the annual internal and external audit 
plans. 

  
3.7 The Committee received regular reports from the internal auditor on progress 

against audits and compliance with follow-up actions. The Head of Internal 
Audit Annual Report, received in June 2015, provided an overall opinion of 
‘significant’ assurance. Members were given assurance that staff had co-
operated with the auditors and that the auditor’s activities had not been 
impaired. 

  
3.8 On 4 June 2015, the Committee scrutinised and approved the Annual 

Governance Statement. 
  
3.9 On 8 March 2016, the Committee recommended the extensively-modified 

Anti-Fraud and Corruption Policy to Board for approval. 
  
3.10 At its meeting on 4 June 2015, the Committee received reports from the 

Chairs of the Operations Committee and the Governance & Remuneration 
Committee, providing assurance that these Committees had fulfilled the duties 
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delegated to them by the Board during the previous financial year. The 
Committee also carried out its annual self-assessment. This allowed Members 
to identify and request several changes to the way Committee received 
information, allowing for further improvement on its oversight function. 

  
3.11 Also on 4 June 2015, Committee gave a recommendation that Board accept 

the reviewed Whistleblowing Policy. This was subsequently approved by 
Board. 

  
4. Financial Implications and Value for Money 
  
4.1 The Committee monitors the financial performance of the company, as 

described in the main body of the report. The workings of the Committee are 
witnessed by Mike Clarkson, Partner at Mazars, and Tim O’Connor, Audit 
Partner at Scrutton Bland, at least annually. This occurred on 4 June 2015 
and 30 July 2015 respectively. 

  
5. HR Implications 
  
5.1 None. 
  
6. Legal Implications 
  
6.1 The Committee assures the Board that it has complied with its legal 

responsibilities in respect of the audited financial statements. The Committee 
self-assessment has shown that it is functioning well when judged on the best 
practice laid down by the CIPFA (Chartered Institute of Public Finance & 
Accounting) Audit Committee self-assessment format. 

  
7. Health & Safety Implications 
  
7.1 None. 
  
8. Equality & Diversity Implications 
  
8.1 None. 
  
9. Residents at the Heart 
  
9.1 None. 
  
10. Risk Management 
  
10.1 The Committee has complied with its duty to regularly review the risk 

management process controls. Over the course of 2015/16, the Strategic Risk 
Register has been substantially improved, enabling Members to discuss 
individual risks in more detail. This has led to better input from the Committee 
into how risks are understood and mitigated against. 

  
11. Appendix 
  
11.1 Appendix 1: Work Plan 2015/16. 
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Item 13 Appendix 1 
F & A Committee – Work Plan 2015-16 

 
Date Item Officer 
 

Thu 4 Jun  Meeting with Internal Auditor without officers Internal Auditor 

2015 CBH Financial Outturn 2014/15 Finance Managers 

 Head of Internal Audit Opinion Head of Internal Audit 

 Internal Audit Progress & Follow Up Internal Auditor 

 Whistleblowing Policy Director of Resources 

 Assurance Report from Gov & Rem Committee G&R Chair 

 Assurance Report from Operations Committee Ops Chair 

 Annual Review of Finance & Audit Committee Director of Resources 

 Annual Governance Statement Director of Resources 

 ICT Priorities Report IT Officer 

 Standing Item: Strategic Risk Register Review Director of Resources 

 Standing Item: Governance Actions Board Assurance Officer 

 

30 July  Meeting with External Auditor without officers External Auditor 

2015 Audit of Company Accounts 2014/15 External Auditor 

 CBH Financial Update Finance Managers 

 Grounds Maintenance Update Community Operations 
Manager (CBC) 

 Internal Audit Progress & Follow Up Internal Auditor 

 F&A Committee Annual Report to Board F&A Chair 

 Standing Item: Strategic Risk Register Review Director of Resources 

 Standing Item: Governance Actions Board Assurance Officer 

 
 
 
 
 

275



Date Item Officer 

Tue 6 Oct  Terms of Reference Annual Review Board Assurance Officer 

2015 CBH Financial Update Finance Managers 

 Grounds Maintenance Update Community Operations 
Manager (CBC) 

 Internal Audit Progress & Follow Up Internal Auditor 

 Anti-Fraud & Corruption Procedure Director of Resources 

 Risk Management Strategy Action Plan Director of Resources 

 Future Proofing Highlight Report Chief Executive 

 Standing Item: Strategic Risk Register Review Director of Resources 

 Standing Item: Governance Actions Board Assurance Officer 

 Changes to Legislation on Public Procurement Director of Property Serv. 

 

Tue 15 Dec  Election of Committee Vice Chair  

2015 CBH Budget 2016/17 Finance Managers 

 CBH Financial Update Finance Managers 

 Internal Audit Progress & Follow Up Internal Auditor 

 ICT Priorities Report IT Officer 

 Annual Governance Statement – update on significant 
governance issues Director of Resources 

 Standing Item: Strategic Risk Register Review Director of Resources 

 Standing Item: Governance Actions Board Assurance Officer 

 Confidential – Appointment of Internal Auditors Director of Resources 
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Date Item Officer 

Tue 8 Mar CBH Financial Update Finance Managers 

2016 Internal Audit Progress & Follow Up Internal Auditor 

 Internal Audit Plan 2015/16 Director of Resources & 
Internal Auditor 

 External Audit Plan 2014/15 External Auditor 

 Review of CBH Insurance Cover Insurance Broker? 

 Risk Register Annual Review – ensuring compliance 
with Risk Management Strategy Director of Resources 

 Risk Management Strategy Action Plan Director of Resources 

 Standing Item: Strategic Risk Register Review Director of Resources 

 Standing Item: Governance Actions Board Assurance Officer 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  Monday 12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 14 
 
SUBJECT:  Gateway to Homechoice – Annual report  
 
REPORT BY: Claire Beckett, Gateway to Homechoice Co-ordinator 
    (01206) 508094   
     Claire.Beckett@cbhomes.org.uk 
 
 
FOR INFORMATION 
 

1. Gateway to Homechoice Annual Report  
 
www.gatewaytohomechoice.org.uk  

  
2. Purpose of Report  
  
2.1 The purpose of this briefing is to share the Gateway to Homechoice (G2H) Annual Report 

with CBH Board members. 
  
3. Background & Content 
  
3.1 Gateway to Homechoice is the choice-based lettings (CBL) system operated by Colchester, 

Ipswich, Braintree, Maldon, Mid-Suffolk, Suffolk Coastal, Babergh and Waveney Councils.  
  
3.2 The Partnership of Councils produces an annual report on the operation of CBL, as part of 

its commitment to transparency and accountability. The report has evolved over time in 
response to feedback and frequently asked questions.  

  
4. Highlighted considerations 
  
4.1 The report covers the whole of the G2H area. Some specific headlines and additional 

analysis for Colchester for 2015/2016 are shown below.  
  
4.2 • 752 homes were let to households on the Housing Register in Colchester  

(Highest - Ipswich 1,031 Lowest - Maldon 189). 
• In Colchester 74% of all homes let were at social rent and 26% at affordable rent. The 

highest proportion of homes let at affordable rents were in Waveney (50% of all 
homes let).  

• Across the whole G2H area the percentage of direct applicants housed continues to 
increase, whilst applicants that were homeless (and to whom the Local Authority 
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(L.A.) had accepted a duty) remains constant. The fall in lets to transfer applicants 
continues. Over half of applicants are housed directly from the Housing Register. 
(Figure 1). 

• This year comparable figures for Colchester have been added (Figure 2). These show 
a very different picture for Colchester. In percentage terms, Colchester houses far 
more homeless households and fewer direct applicants. Colchester has also 
experienced a decline in transfer applicants being rehoused.  

• Colchester does continue to keep a balance between housing direct applicants, 
homeless households and transfer applicants as recommended as good practice.  

  
4.3 Fig 1. Type of applicants housed through Gateway to Homechoice 

 
  % of applicants housed 
Type of applicant 2013/2014 2014/2015 2015/2016 
Direct applicants 54 52 56 
Homeless 15 14 14 
Transfer 31 34 30 

Source Gateway to Homechoice 

  
4.4 Fig. 2. Type of applicants housed by Colchester 

 
 % of applicants housed 

Type of applicant 2013/2014 2014/2015 2015/2016 
Direct applicants 38 43 38 
Homeless 27 27 34 
Transfer 35 30 27 
    

 

  
4.5 Fig. 3. Comparison of % of applicants housed through G2H and CBC 

 
Source Gateway to Homechoice 
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4.6 Average waiting times, in months, of those housed through G2H in 2015/16 varies between 

local authorities.  
Fig. 4. Waiting time of those housed in 2015/2016 
 

 Band and waiting time in months of those 
housed 

 A B C Average 
Colchester  6.4 10.4 18.1 10.4 
Shortest  6.3 

(Ipswich) 
7.5  

(Suffolk 
Coastal) 

9.6 
 (Mid-Suffolk) 

8.3 
(Babergh) 

Longest 10.2 
(Waveney) 

10.4 
(Colchester) 

18.9 
(Braintree) 

10.8 
(Ipswich) 

Source: Gateway to Homechoice 
  
4.7 Fig. 5. Waiting time for those housed in Colchester over the last 3 years 

 
 Time in months 
Band 2013/2014 2014/2015 2015/2016 

A 8.0 6.4 7.2 
B 12.2 11.7 10.4 
C 21.6 23.5 18.1 

    Source: Gateway to Homechoice 
  
4.8 Fig. 6. The majority of properties let in Colchester are general needs (see Figure 6 below). 

This is reflective of the affordable housing stock profile (council and registered provider) in 
Colchester, where 90% of the affordable rented housing stock is general needs and 10% is 
sheltered housing.  
Type of properties let 2015/2016: 
 

Type of 
property  

Number of 
properties let 

% 

General  needs 698 93% 
Sheltered 54 7% 
Total  752 100% 

Source: Gateway to Homechoice 
  
4.9 The majority of properties let in Colchester are two bedroom properties. Very few four 

bedroom properties were let in 2015/2016. This is again reflective of the affordable rented 
stock profile in Colchester, with 35% of the stock made up of two bedroom homes and only 
3% made up of 4 bedroom homes. Three-bedroom homes make up 30% of the stock. The 
information below shows that turnover of three bedroom homes is lower than other property 
types.  
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The bedroom size of properties let in Colchester compared with those let across G2H is very 
similar, in percentage terms.  

 
Fig. 7. Bedroom size of properties let in Colchester compared with G2H 2015/2016 
 

 Colchester G2H 
Property 

size 
Number % Number % 

1 bed 256 34% 1594 37% 
2 bed 341 45% 1778 42% 
3 bed 146 19% 813 19% 
4 bed  9 1% 67 2% 
5 bed 0 0 3 0% 
7 bed 0 0 1 0% 
Total 752 100% 4256 100% 

Source: Gateway to Homechoice 

 
  
4.10 The G2H annual report analyses lettings made by age of the main applicant. It finds the two 

largest age bands let to are those in the 26-35 year age band (27%) followed by the 16-25 
year age band (21%). The table below compares this with Colchester lets and shows that 
they are broadly similar.  
Fig. 8. Lettings in 2015/2016 by age of the main applicant 

 Colchester G2H 
Age 
group 

Numbe
r of 
lets 

% % 

16-25 180 24% 21% 
26-35 220 29% 27% 
36-45 131 17% 17% 
46-55 92 12% 12% 
56-65 64 9% 11% 
66-75 37 5% 7% 
Over 75 28 4% 5% 

Source: Gateway to Homechoice 

 
  
4.11 Some 110 households moved out of Colchester and were rehoused into a property in 

another local authority area within G2H in 2015/2016. 28 households moved into Colchester 
from another G2H area (which means a net loss of 83 households). This is the biggest net 
loss of the G2H authorities. Although Ipswich had more households move out of its area 
(125) 89 households moved in, making its net loss 36 households.  
Colchester housed the highest number of households with an armed forces priority in 
2015/2016 (55 households). Maldon housed the lowest number (four households). For 
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Colchester, this is more households than compared to 2013/2014 (26 households) and 
2014/2015 (34 households).  
Households on the Housing Register across the whole of the G2H area with an armed 
forces priority wait less time to be housed on average (6.6 months compared to 11.3 for 
households without priority).  
 

4.12 The number of active applicants on the Housing register as of 16 August 2016:  
 
LA Band A  Band B Band C Band D Band E Band F Total 
Babergh 56 163 312 41 491 0 1063 
Braintree 85 224 618 133 1200 16 2276 
Colchester 148 705 960 268 2169 16 4266 
Ipswich 112 427 683 198 1448 16 2884 
Maldon 15 33 130 29 643 10 860 
Mid Suffolk 50 109 239 37 431 5 871 
S/Coastal 71 143 283 63 1086 1 1647 
Waveney 72 224 401 132 1228 15 2072 
Total 609 2028 3626 901 8696 79 15939 

 

  
5. Risk Management 
  
5.1 The Management of the Housing register is connected to the following Strategic and 

Operational risks: 
Reputational risk  

  
6. HR Implications 
  
6.1 The Gateway to Homechoice coordinator; Claire Beckett, is employed by Colchester 

Borough Homes. The eight Gateway authorities jointly fund this post. 
  
7. Legal Implications 
  
7.1 There are no legal implications arising from this report. 

The Gateway to Homechoice allocation policy complies with: 
• The Housing Act 1996 (as amended by the Homelessness Act 2002) 
• Localism Act 2011 
• Equality Act 2010  

It sets out circumstances of applicants to whom reasonable preference must be given when 
deciding who will be offered a property.    

  
8. Financial Implications 
  
8.1 None arising from this report. 
  
9. Value for Money 
  
9.1 Value for money is achieved through operation of a partnership to deliver the Allocation 

policy and a jointly funded coordinator.   
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10. Health & Safety Implications 
  
10.1 None. 
  
11. Equality & Diversity Implications 
  
11.1 The register operates in a manner which is responsive, accessible and sensitive to the 

needs of all applicants. Actively promoting fairness and equality. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 15 
 
SUBJECT:  Annual HR Report (April 2015-March 2016) 
 
REPORT BY: Angelique Ryan, Head of HR and Governance 
    (01206) 282374  
     angelique.ryan@cbhomes.org.uk 
 
FOR INFORMATION  
 
1. Introduction and Background  
  
1.1 This report provides the Board with an overview of Human Resources activity 

for the 12-month period 1 April 2015 to 31 March 2016. Key activities during 
the period were: 
• Extension of the Salary Sacrifice offer made to staff. To date 6 Cars, 8 

Smartphones, 7 Laptops/Tablets and 1 Bike have been leased through 
the scheme, in addition to the staff already purchasing childcare vouchers. 

• Achieved Investors in People Silver Award (June 2015) 

• Development and delivery of the Senior Management Team’s leadership 
programme 

• Appointed a new Occupational Health provider 

• Introduced a Market Supplements Policy to aid recruitment and retention 

• Delivery of staff training sessions on key HR policies including managing 
absence, carrying out appraisals and recruitment and selection. 

• Increased focus on the management of sickness absence and revision of 
the Ill Health Capability Policies. The management of a number of 
complex long-term ill health capability cases and ill health retirements 

• Resolution of a number of employee relations cases 

• The introduction of new HR Policies and the updating of a number of 
existing policies 

• A high level of recruitment 

• Small-scale team restructures 
  
1.2 
 
 
 

CBH has a Human Resources Strategy in place which sets out how CBH 
intends to develop its workforce to meet the challenges of the current 
operating environment, provide flexibility to meet future challenges and 
business needs and to continue the cultural change to achieve excellence. 
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1.3 The Strategy is due for revision in 2017 and will be highly influenced by the 
working practices stream of the ‘Smarter Working’ project. Key drivers of the 
new HR Strategy will be around initiating culture change, moving to an 
output-based performance management model, staff development and 
empowerment. 

  
2. Workforce Profile 
  
2.1 CBH directly employed 212 members of staff at 31 March 2016. This has 

increased slightly from 210 staff at 31 March 2015. 
  
3. Workforce turnover 
  
3.1 The staff turnover within CBH (by headcount) was 15.6% for the financial 

year to 31 March 2016 (down from 18% the previous financial year). Turnover 
of around 10% is generally considered a desirable level. This reflects the 
need for stability and continuity within services whilst acknowledging that 
departments may benefit from new staff contributing new ideas/ways of 
thinking as well as supporting succession planning and development.  

  
3.2 Details of reasons for leaving are shown below; 

 
 
 
 

Reason for leaving Number of 
leavers 

Percentage of 
leavers 

Personal reasons, 
including other 
employment 

22 67% 

End of contract 3 9% 

Retirement 5 15% 

Ill health retirement 2 6% 

Dismissal 0 0% 

TUPE 1 3% 

Totals 33 100 
  
4. HR Performance Management  
  
 Absence levels 
  

4.1 
 
 
 
4.2 

The 2015/16 end of year figure for absence owing to ill health was 10.2 days 
on average per employee, consisting of 6.4 days long-term and 3.8 days 
short-term.  
 
Whilst 10.2 days compares unfavourably to the 7.7 days achieved at year 
end 2014/15, it should be noted that the increase in sickness days owes 
primarily to an increase in long-term sickness cases. 
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4.3 
 
 
 
 
 
 
 
 
4.4 

The long-term sickness absences are mainly attributable to eight employees. 
CBH try to manage these cases as sympathetically as possible, allowing time 
for diagnosis, treatment and recovery. These cases can be complex and 
involve input from medical specialists and can mean that staff are absent for 
prolonged periods of time. 2015/16 has seen a number of serious long-term ill 
health cases and has led to three ill health retirements. Four of these 
members of staff have successfully returned to work with reasonable 
adjustments, with one employee remaining on long-term sick leave.  
 
CBH endeavours to follow best practice approaches to managing absence, 
using the ‘Bradford’ trigger system and following detailed Short-term and 
Long-term Ill Health Capability Policies. These policies were revised in 2015 
and have led to a robust and more consistent approach to the management 
of ill health cases. Managers receive reports detailing those staff within their 
service areas that have triggered the Bradford Factor and are supported by 
HR to manage these cases. In the year 15/16, 38 employees were monitored 
through the Ill Health Capability procedure. No employees were dismissed 
under this policy. 

  
 Employee relations cases 
  

4.5 The HR team supports managers through a number of complex employee 
relations cases, including disciplinary, bullying and harassment, grievance 
and performance capability cases.  

  
4.6 Where possible, the HR team always try to resolve issues informally through 

meeting with staff and managers and mediation if necessary. However, often 
formal action is unavoidable.  

  
4.7 A breakdown of formal casework during 15/16 can be seen below; 

 
  Business 

Services 
Housing 
Services 

Property 
Services 
 

Totals 

Disciplinary cases 
managed 
 

0 1 1 2 

Grievance cases 
managed 
 

0 1 2 3 

Performance 
Capability cases 
managed 
 

1 2 2 5 

 

 
5. 

 
Managing Organisational Change 

  
5.1 2015/16 has been a relatively stable year in terms of organisational change, 

with only 1TUPE transfer out of CBH.  
 

5.2 This year the team have supported a number of services making small-scale 
structural changes, changes to job roles and ways of working.  
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6. Recruitment and Job Evaluation 
  
6.1 During the year, the HR team have administered 45 recruitment campaigns 

for temporary and permanent roles. 35 people were successfully recruited 
into positions over the year.  

  
6.2 
 
 
 
 
 
6.3 

The posts of Senior HR Officer and Multi Skilled Operative Plumbing had to 
be advertised a number of times before a successful recruitment outcome 
was achieved. We were unsuccessful in recruiting to the following posts; 
Asbestos Surveyor, Project Surveyor Mechanical and Engineering and CDM 
Compliance Officer. 
 
Recruitment requests are processed and fully comply with legal regulations in 
regard to transparent and fair recruitment and identity checks. 

  
6.4 The HR team is accredited to administer and give feedback on personality 

and ability psychometric tests. These tests are now widely used as part of the 
recruitment process. 31 personality profiles have been completed and 
analysed for prospective staff and board members.  

  
6.5 
 
 
6.6 

Two members of the HR team are qualified to carry out full Hay Job 
Evaluations and in 2015/16 32 job evaluations were carried out. 
 
Further details of job evaluations and new starters by service area can be 
seen below; 
 
 Business 

Services 
Housing 
Services 

Property 
Services 
 

Totals 

Job Evaluations 13 4 15 32 
New Starters 5 14 16 35 

 

  
7. HR policy and Projects 
  
7.1 During 2015/16, the HR team led on the writing, review and consultation of a 

number of HR policies and projects. Work carried out includes; 
 

• Achieved Investors in People Silver Award, 

• Launched and delivered the leadership programme, 

• Revised the Staff Induction Programme 

• Revised the Staff Appraisal forms and carried out staff training sessions 

• Updated the Long-term Ill Health Capability Procedure 

• Updated the Short-term Ill Health Capability Procedure 

• Delivered training for line managers, including recruitment and the 
effective management of sickness absence 

• Revising a number of key HR policies including Voluntary Redundancy 
Policy, Probation Policy, Terms and Conditions, Lone Workers Policy 
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8. Training and Development 
  
8.1 
 
 
 
 
 
 
 
 
8.2 
 
 
9. 
 
9.1 
 
 
 
 
 
9.2 
 
 
 
 
 
 
 
 
 
 
 
9.3 
 
 

Colchester Borough Homes continues to invest in a robust learning and 
development programme. To help support our commitment to our staff, the 
Learning and Development Committee was introduced in July 2016.  Chaired 
by the Director of Resources, a fundamental review of the training system 
was undertaken and a clear structure is now in place to support staff on their 
development journey. The HR team also ensure that our staff are trained to 
meet all mandatory requirements and are continuously developed to ensure 
that they deliver the best service possible. 
 
During 2015/16, £126,000 was spent across CBH on training courses, 
conferences and seminars. 
 
Equal Pay 
 
You may be aware that the Government is set to amend the Specific Duties 
Regulations in England to include a mandatory requirement for public bodies 
that are subject to these regulations, with 250 or more employees, to 
undertake gender pay gap (GPG) reporting. As CBH employ less than 250 
employees it will not be subject to these mandatory regulations. 
 
CBH commissioned an equal pay audit in late 2014 and since then has made 
the following changes in order to close the gender pay gap; 

(1) A clear policy for managers on starting salaries was put in place 
whereby all new starters commence employment at the bottom of the 
grade. Where there is need for a higher starting salary detailed 
justification is given and agreement is sought from the relevant 
Director, 

(2) External job evaluations carried out on all DMT and SMT roles to 
ensure internal job evaluation process is working, 

(3) The practice of appointing staff on fixed ‘spot’ points was stopped, 
(4) A number of career grades were removed from use 

 
CBH will continue to follow best practice to ensure that we have no equal pay 
issues. 

 
  
10. Current and Future Work plan 
  
10.1 The HR team are currently working on a number of projects and policies 

including: 
 

• The ‘smarter working project’ and leading on writing the working practices 
section of the overarching strategy, 

• Creating the CBH blueprint, workflow, templates etc for the new Payroll 
and HR information system, 

• Incorporating the training co-ordinator role into the HR Officer role, 

• Department restructures, 
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• Revising a number of key HR policies and reducing merging a number of 
these into wider policies, 

• Writing and launching Employee and Manager Handbooks 

• Writing and delivering an annual HR training programme 

• Launching total reward statements 

• Review and implement a revised Induction Process for new starters 
  
11. Financial Implications 
  
11.1 
 
 
 
11.2 
 
 
11.3 

The financial implications of the Salary Sacrifice scheme will be known once 
it has been in operation for a full year. Take up rates have been good and we 
expect the scheme to be cost neutral.  
 
The Ill-Health retirement cases may have a long-term financial impact on the 
employer contribution to the pension fund. 
 
No market supplements have been agreed yet.  

  
12. HR Implications 
  
12.1 HR implications are addressed within this report. 
  
13. Legal Implications 
  
13.1 
 
 
 
 
 
13.2 

All relevant legislation has been considered as part of this report. In terms of 
staff restructures all relevant legislation and best practice has been followed. 
This includes the duty to formally consult staff and the Union on the proposed 
changes and in ensuring that a fair and transparent recruitment process is 
followed. 
 
Whilst no decision to dismiss an employee under either the Short-term or 
Long-term absence policies has been taken, care has been taken to ensure 
that CBH policies, the ACAS Code of Practice and the Equality Act are all 
adhered to. Where employees are medically retired all legislation and 
regulations are followed.  

  
14. Health & Safety Implications 
  
14.1 As part of our ill health management processes, reasonable adjustments are 

often made in order to comply with the Equality Act. A number of health and 
safety considerations have been made in regards to employee’s medical 
conditions including carrying out risk assessments on workstations, company 
vans and other working environments. 

  
15. Equality & Diversity Implications 
  
15.1 
 
15.2 
 

The Salary Sacrifice Scheme will be applied fairly and consistently to all staff. 
 
Recruitment is carried out consistently and interviewers are trained 
accordingly. 
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15.3 

 
When managing employee sickness cases due regard is given to ensure that 
the policy is applied fairly and that reasonable adjustments are made for any 
disabled members of staff. 
 

16. Residents at the Heart 
  
16.1 
 
 
 
17. 
 
17.1 
 
 
 
 
17.2 
 
 
 
 
 
 
 
 
17.3 
 
 
 
 
 
18. 

The Human Resources Strategy ensures that our staff are well trained, 
adhere to CBH’s organisational behaviours and are flexible in providing the 
best service possible to our residents. 
 
Risk Management 
 
As outlined within this report sickness levels have risen over the past year 
and this presents a risk of increased costs, inadequate staffing levels, risk of 
litigation when action is taken to terminate an employee’s contract and a 
decrease in overall staff morale. 
 
In order to mitigate these risks the HR team ensure that the relevant 
procedures have been followed, that the correct paperwork is in place and 
that the relevant legislation has been complied with. In cases of long-term 
absence temporary cover is arranged in order to ensure adequate staffing 
levels and that the morale of colleagues does not suffer due to an increased 
workload. In order to mitigate against the rising cost of sickness absences 
new sickness absence management policies have been introduced, and are 
starting to demonstrate an impact on short-term sickness levels in particular. 
 
A number of potential risks were identified in the lead up to the launch of the 
new Occupational Health service. These risks included the fact that the new 
service is online and predominately self-serve for managers. In order to 
mitigate these risks, training was provided to all managers on the new system 
and the system was trialled by HR before the launch. 
 
Value for Money 

  
18.1 The launch of the salary sacrifice scheme has had the advantage of making 

employees’ pay go further, giving them better value for money from their 
salary. 

 
18.2 Achieving value for money was a key driver behind entering into a contract 

with a new Occupational Health provider ensuring that the best use of money 
and resources is made. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm  
 
VENUE:  Rowan House 
 
AGENDA ITEM: 16 
 
SUBJECT:  Finance Assurance Report  
 
REPORT BY: Michael Hadjimichael, Director of Resources 
    (01206) 507815 
     michael.hadjimichael@cbhomes.org.uk 
 
 
FOR INFORMATION 
 
1. Purpose of Report 
  
1.1 To provide the Board with a high-level statement of the financial position at 31 July 

2016. 
  
2. Recommendations 
  
2.1 That the Board: 

 

• Note the financial position as at 31 July 2016. 
 

3. Background 
  
3.1 The Management Fee Budgets are managed using a risk-based approach with a 

high level of monitoring on the key risk budgets. These include salaries, premises, 
Service Level Agreements (SLAs) and new services taken on from the Council. The 
salaries budget represents over 70% of the controllable budgets and a detailed 
model is used to monitor this. 

  
3.2 The Finance & Audit (F&A) Committee monitors the progress against the budgets 

in detail at their meetings during the year to ensure these are effectively monitored. 
  
4. Review of Financial Position as at 31 July  2016 
  
4.1 Set out over the page is the actual outturn on the operating budget as at the 31 July 

2016.  
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Budget 
2016-17  

(£000) 

Expenditure 
to 31 July 16   

(£000) 

Forecast to 
31 March 

17  
(£000) 

Projected 
variance at 

31 Mar 17  
(£000) 

Management Fee - HRA 7,867 2,689 7,867 0 

Management Fee - GF 1,245 404 1,245 0 

Other Budgets 

Delegated Budgets 2,402 97 2,402 0 

Corp Facilities Budget 695 157 695                    0 

Capital (CBC and CBH) 10,261 3,860 10,261                    0 

Revenue/other  1,624 721 1,624 0 
 

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

financial year, but will be reviewed in detail as we approach the half year.  The key 
reasons for variances for the year to date are as follows: 

  
 Management Fee  
  

  
4.2 The expenditure to the end of July is slightly over the pro rata expected position. 

However, it is anticipated that repairs expenditure will drop over the summer 
months, bringing the profile back into line. 
 
At this early stage of the year, there is no predicted variance from budget at year 
end.  

  
 Delegated Budgets 
  

4.3 
 
 

The expenditure to the end of July is £385.9k under the pro rata expected position. 
This variance is mainly as a result of quarter 1 recharges from CBC and Property 
Services not yet having been raised. 
 
Corp Facilities Budget 
 
The committed expenditure on the Corporate Facilities budget is in line with profile.  

  
 Capital – all capital works 
  

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

4.5 The committed expenditure on the CBC revenue contracts is in line with profile. 
 
The CBC Servicing Contracts are a cause for concern as two contractors Kershaws 
and FES have now terminated their contracts and are on notice. This has caused 
operational issues as Kershaws are contracted for nine separate servicing 
components.  
 
CBH staff have engaged with historical contractors who have confirmed they will 
undertake servicing for this financial year as an interim measure until new 
contractors can be procured and they will honour the prices that they have 
previously charged. 

  
5. Carry Forwards into 2016-17 
  
5.1 All carry forward requests on the delegated budgets have been approved by CBC.  

All carry forward requests on the CBH budgets have been approved by F&A. 
Of the £44.4k approved on CBH budgets, £36.4k is now complete. The remaining 
£8k for completing the phase 3 refurbishment at Gosbecks is on hold, pending 
decisions from the Working Smarter project. 

  
6. Financial Implications 
  
6.1 These are incorporated in the body of the report. 
  
7. HR, Health & Safety and Equality & Diversity Implications 
  
7.1 None. 
  
8. Residents at the Heart 
  
8.1 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. 

 

295



296



REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  12 September 2016 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 17 
 
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 
 
 
3.5 
 
 

The Operations Committee reviewed the Key Performance Indicators (KPIs) for 
Quarter 1 at its meeting on Thursday 28 July.   
 
The Committee also considered reports on the strategic risks affecting operations, a 
report of resident involvement activities, review of complaints and complements and 
considered the report on Resident Engagement.      

  
4. Performance Monitoring – 2016 Quarter 1 (to end of June 2016) 
  
4.1 
 

The following Key performance indicators are performing below our expectation at 
the end of Quarter one: 

  
4.2 Number of households in bed and breakfast accommodation. 29 households in 

bed & breakfast accommodation at the end of June against our target of 12.  
There continues to be a lack of available affordable housing to address the 
continuing high demand for housing. Currently the highest cause of homelessness 
is the loss of a private sector tenancy.      

  
4.3 Stage one complaints upheld. In the first quarter 22 complaints were received, of 

which 8 were upheld. This produced an outcome of 37% of complaints upheld 
against our target of 36.5%. 

  
4.4 Former Tenant Arrears – The collection of FTAs is undertaken on CBH’s behalf by 

the CBC Revenue collection team. A target to achieve arrears of less than 0.53% 
of the estimated annual debit has been set, with outcome to date of 1.09%   

  
4.5 Our rent collection target is measured against a year-end target for collection of 

98%.  End of quarter performance at 96.97% is above our position at the same 
time in previous years and we expect that collection will achieve target.   

  
5. Financial Implications 
  
5.1 No financial implications arising from this report.  
  
6 HR Implications 
  
6.1 Staffing level is currently considered sufficient to deliver the required service level. 
  
7. Equality and Diversity Implications 
  
7.1 Performance monitoring supports CBH to ensure that services are delivered in a 

fair and accessible way.  
  
8 Residents at the Heart 
  
8.1 The Tenant and Leaseholder Consultative Committee and focus groups review 

standards and KPIs. 
  
9. Appendix 
  
9.1 KPI Dashboard slides  
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Item 17 Appendix 1 

 
Performance Summary Information 

KPIs rated Red or Amber against CBH target 
Q1 - June 2016 

 

Benchmark performance comparisons are with 33 housing providers  
in the HouseMark East of England group 2014/15 (as at January 2016) 

1 
2016 - 2017 
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Number of households in bed & breakfast accommodation 
CBH target 12 RAG 

CBH outcome 29 (at end of quarter) R 
Benchmark performance comparison N/A 

Comment: 190 homeless households were accommodated in temporary accommodation at the end of the period.  The 
average wait for a family home for those in temporary accommodation is currently 14 months.  
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Stage 1 complaints upheld 

CBH target 36.5% RAG 

CBH outcome  37% YTD A 
Benchmark performance comparison Upper quartile 36.5% A 
Comment: 
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Former tenant arrears  
(% of annual rent debit) 

CBH target 0.53% RAG 

CBH outcome 1.09% R 
Benchmark performance comparison Upper quartile = 0.53% R 
Comment: Piloting County Court Judgements for FTA's 
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Rent collection 
(incl. arrears brought forward) 

CBH target 98% RAG 

CBH outcome cumulative 96.97% A 
Benchmark performance comparison N/A 

Comment: Q1 figure currently exceeds same position 2015/16 (95.97%) .  Collection over a 50 week period with “rent free” 
week at end of December and March.     
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Minutes of the Finance and Audit Committee Meeting 
 
Held on 6 June 2016 at 5pm  
At Room 1, CBH, Rowan House, 
33 Sheepen Road, Colchester CO3 3WG 
 
Present:  In Attendance:  
Nigel Chapman 
Glenn Houchell 
Geoff Foster 

(Chair) 
(Vice Chair) 

Tina Graves 
Alan Blois 
Michael Hadjimichael 
Karen Loweman 
Mark Wright 
Sarah J Johnson 
Sharon Stephens 
Alan Woodhead 
Mike Clarkson 
 
Owen Howell  
 
 

(Chair, G&R Cttee) 
(Chair, Ops Cttee) 
 
 
 
 
 
(Mazars) 
(Mazars) 
 
(Minutes) 
 
 
 

    
1. Apologies and quorum 
  
1.1 
 
 
2. 
 
2.1 
 

Apologies were received from Julie Parker and Mike Lilley. The Chair declared 
the meeting as quorate.  
 
Minutes of the meeting held on 8 March 2016 and Matters Arising  
 
The minutes of the previous meeting were agreed as an accurate record and 
signed by the Chair. 
 

3. Internal Audit Progress and Follow-up Reports 
  
3.1 Alan Woodhead presented these items, noting that Mazars’ audit work had 

proceeded on-target and as planned. There were no outstanding actions past 
their due dates. 

  
3.2 Committee noted that the appointment of a full-time Director of Resources had 

reaped benefits for CBH. 
  
4. Report from the Head of Internal Audit 
  
4.1 Mike Clarkson presented his report and highlighted the most important content 

and the data compiled as part of Mazars’ mandatory reporting (required so as to 
adhere to Public Sector Reporting Standards). 

  
4.2 All areas audited were graded as giving full or substantial assurance. 
  
4.3 It was noted that around 90% of Mazars’ staff working with CBH are either fully- 

or partly-qualified auditors (compared to the target set at 65%). The current audit 
workload was considered by Mazars to be appropriate. Any further increase in 
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audit activities would involve an exponential increase in cost to CBH and provide 
limited value for money. 

  
5. Internal Audit Charter 
  
5.1 Mike Clarkson introduced the new Charter and reminded Committee that the 

setting of this was a requirement under the Public Sector Internal Audit 
Standards. 

  
5.2 Mike detailed the key points within the Charter and noted the very minor changes 

which had been made (compared to last year’s Charter). 
  
5.3 Decision: Committee noted and approved the Charter. 
  
6. Internal Audit Plan for 2016-20 
  
6.1 Alan Woodhead presented and explained that a full audit need assessment had 

been carried out for the next four years. This is flexible and will be reviewed each 
year and changes made as required. 

  
6.2 Committee discussed the timings set for audits of different areas. Explanations 

were given for the years in which they were set. The planned audit of IT was 
noted and Committee was informed that this would take place in conjunction with 
the auditing of CBC’s ICT arrangements. It was explained that the conduct of an 
IT disaster recovery exercise could be built in to this audit to test the 
appropriateness of CBH’s business continuity plan. 

  
6.3 Michael Hadjimichael reminded Committee that this was a flexible plan, and 

changes could be made in reaction to changing legislation and the evolution of 
the risks facing CBH. 

  
6.4 It was noted that regular auditing of corporate governance owed to the 

importance in ensuring governance structures and risk management were 
appropriate. It was further noted that performance management was also rated 
as being of high importance, with an external audit review being held at this time 
on performance management. Time has been given for recommendations to be 
carried out and embedded before the next internal audit of this area. 

  
6.5 Action: On the request of Committee, Alan Woodhead to push back the audit of 

service charges to allow the bringing forward of the next void management audit. 
In effect these two audits will switch places. Mark Wright explained that this 
would fit well with the schedule for renewing contracts regarding voids (eg with 
Mears Group (who acquired Morrison)). 

  
7. Strategic Risk Register 
  
7.1 Committee noted that Gareth Mitchell had been selected as the new Chief 

Executive of CBH but that strategic risk 9 (concerning the appointment to this 
post) would remain on the Register until he came into post. It would however be 
reduced in severity. 
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7.2 The Housing and Planning Bill has been enacted, and this would be reflected in 
the Risk Register. 

  
7.3 to 
7.5 

At this point Committee discussed an emerging operational risk. Owing to 
this involving a commercially sensitive subject, these discussions have 
been recorded within the confidential minutes for this meeting. 

  
7.6 Committee was reminded that the Register would record any change in the rating 

of risks and that any new developments or mitigations would be noted. 
  
7.7 Action: Michael Hadjimichael to amend Risk Management Action Plan ‘16/17 – 

‘Outcomes’ section. Replace first bullet point with ‘Were risks effectively 
managed?’ 

  
8. Assurance report from Governance & Remuneration Committee 
  
8.1 Chair of G&R Committee Tina Graves presented the report from her Committee. 

It was confirmed that there had been no appeals against dismissals since the 
2014/15 G&R assurance report was presented to Committee. 

  
8.2 Committee requested that the procedure for allowing Board Members to co-opt 

other Board Members to sit in their place on Committees be re-circulated. 
Action: Owen Howell to provide this for Members and confirmed that any 
substitutes must be serving Board Members. 

  
8.3 Decision: Committee accepted the report from G&R Committee. 
  
9. Assurance report from Operations Committee 
  
9.1 Chair of Operations Committee Alan Blois presented the report from his 

Committee and explained how the Committee had split its duties between 
meetings to discuss KPIs and performance data and meetings to review the 
working of teams from across CBH. He also explained that his Committee held a 
pre-Meeting (without officers) and that Members’ questions were submitted in 
advance. 

  
9.2 Alan expressed his committee’s satisfaction with CBH’s performance as 

measured by the KPIs agreed with HouseMark. 
  
9.3 Decision: Committee accepted the report from Operations Committee. 
  
10. Annual F&A Committee Self-Assessment 
  
10.1 Owen Howell explained his methodology in compiling the assessment document 

and informed Committee that the categories included were based on CIPFA 
best-practice. 

  
10.2 The comment from internal audit regarding point 11 was accepted and 

incorporated in the assessment. 
  
10.3 Item 62 was discussed and it was agreed that Committee should be rated as fully 

compliant with this, instead of the initial rating of ‘in part’. 
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10.4 It was explained that point 37 was rated as ‘in part’ owing to the Anti-fraud and 

corruption Policy now being reviewed triennially instead of annually. This was a 
conscious decision and Committee requested that this be noted in the comments 
section. 

  
10.5 As there was unanimous agreement that the Committee operated effectively, the 

word ‘generally’ would be removed from the Conclusion section. 
  
10.6 It was noted that evolving training needs for Committee would be reviewed once 

any changes in membership have been decided. The importance of providing 
mentors for new members was discussed and noted. This would be discussed 
with the Chair of the Board. 

  
10.7 Action: Owen Howell to make the amendments requested by Committee before 

submitting this assessment to Board. 
  
11. Annual Governance Statement 
  
11.1 Michael Hadjimichael presented the Statement and covering report. He noted 

that the TBC figures would be completed once the annual financial statements 
were approved. The passage covering the Business Continuity Plan (BCP) and 
disaster recovery was covered and it was explained that a disaster recovery test 
would be carried out later in 2016. The BCP had been successfully put into 
practice in the preceding week in response to an IT failure at the Riverside office. 
Lessons were learned and would inform our future use of the Plan. 

  
12. Financial outturn for 2015/16 
  
12.1 Michael Hadjimichael introduced the item, thanked the Finance Team for their 

hard work and noted the tighter timeframe within which the paper and figures had 
to be prepared this year, owing to new regulations now in force. This involved 
evening and weekend work. Committee endorsed this praise and expressed their 
thanks to the Team. The most significant points were highlighted. 

  
12.2 It was noted that no money had to be repaid to CBC regarding the General Fund. 
  
12.3 It was requested that the ‘Other Income / C/F Reserves’ line should be removed 

to avoid confusion. This line was explained and it was noted that this is a 
budgetary control line and should be removed before the figures are presented to 
Committee Action: Finance Team to ensure this line is not included in future 
reports. 

  
12.4 Sarah J. Johnson explained the figures regarding the Chief Executive and 

compared the previous forecast with the now-present actual costs. 
  
12.5 A typo was noted relating to the ‘Surplus on General Fund Services’ line of 

Appendix A. The £450.70 figure should be £0. Action: Finance Team to correct 
this and the appendices to then be circulated to Members so that they may note 
the final amended version. 

  
12.6 Committee discussed the costs related to staff mileage and parking use. 
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12.7 Action: Figures for minor projects were discussed and it was agreed that the 

Finance Team would group all minor projects together and give the figures for 
income and expenditure for these. An extra appendix detailing a list of these 
projects was also requested, along with a clarification of the definition used to 
classify a project as being ‘minor.’ Any reporting of planned projects and 
projected income would take place in the Finance Assurance Report within 
confidential Board sessions. 

  
12.8 Michael Hadjimichael explained how the details of carry forwards were recorded 

and Committee agreed that the reporting should continue in this fashion. 
Decision: Committee agreed to accept the details of the report and appendices 
as summarised in section 1 of the report. 

  
13. Governance Action 
  
13.1 Owen Howell presented the report and confirmed that no instances of fraud had 

been reported since the last sitting of the Committee. It was also explained that 
an action plan was now included in the appendices to this report, detailing the 
work being carried out in response to recommendations on data security made 
by the Information Commissioner’s Office. 

  
13.2 Actions: A noting of reputational risk is to be noted in the ‘Risk Management’ 

section, relating to the effect of a late filing of Company accounts. The phrase ‘in 
extremis’ should also be added to the current content of the ‘Legal Implications’ 
section to clarify the unlikeliness of the potential consequences of late filing. 

  
13.3 It was noted that the Trading Strategy (as listed in Appendix 1) would be 

reviewed once the new Chief Executive came into post. It would then go to G&R 
Committee. 

  
14. Any other business 
  
14.1 There was no further business. 
  
 With no further business, the open meeting concluded and confidential 

section was commenced. 
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Minutes of the Finance and Audit Committee Meeting 

Held on 21 July 2016 at 5pm  
At Room 1, CBH, Rowan House, 
33 Sheepen Road, Colchester CO3 3WG 

Present: In Attendance: 
Nigel Chapman 
Glenn Houchell 
Geoff Foster 
Julie Parker 

Cyril Liddy 

(Chair) 
(Vice Chair) 

(Observing) 

Michael Hadjimichael (MH) 
Sharon Stephens (SS) 
Alan Woodhead (AW) 
Tim O’Connor (TO’C) 

Owen Howell (OH) 

(Mazars) 
(Scrutton Bland) 

(Minutes) 

1. Apologies and quorum

1.1 

2. 

2.1 

The Chair declared the meeting as quorate and welcomed Cyril Liddy as a new
Board Member.

Minutes of the meeting held on 8 March 2016 and Matters Arising

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

2.2 The actions from the previous meeting were discussed. MH explained that the IT
Strategy had been deferred to give the wider Corporate ‘Working Smarter’
project time to be drawn up first. Significant work and staff consultation has
already been carried out. A number of strategies are coming together later in the
year, at which point the IT Strategy will be brought to Committee. Action: MH to
combine the top two items on the actions list. An estimated ‘By When’ date to be
added.

2.3 Action: OH to re-send TPAS Jargon Buster to Geoff Foster and upload it to
SharePoint. Board Members will be notified of this.

3. Internal Audit Progress and Follow-up Reports

3.1 Alan Woodhead presented these items, noting that Mazars’ audit work had
proceeded on-target and as planned. There were no outstanding actions past
their due dates. The one audit scheduled to happen since the last F&A
Committee meeting (audit of complaints handling) had been successfully
accomplished.

3.2 The audit of procurement has been deferred to Q1 of next year, in line with
Director of Property Services request. Decision: Committee approved this
deferral.

3.3 Committee asked whether Operations Committee should be given the numbers
of informal reports. OH and MH confirmed that this data was now being captured
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and would be presented in the quarterly complaints report to Operations 
Committee. This would help CBH to use informal complaints to learn and 
improve our services. A proactive approach to complaints is being employed by 
CBH. 

  
3.4 AW introduced the Follow-up report and explained the revised implementation 

dates on page 24. 
  
4. • Approval of External Audit Report 

• Approval of accounting policies 
• Audit report on Company Accounts/Financial Statements 2015/16 
• Recommendation to Board of the Company Accounts/Financial 

Statements for 2015/16 
  
 Approval of External Audit Report 
  

4.1 T’OC presented the external auditor’s report and summary covering the 2015/16 
Financial Statements. 

  
4.2 T’OC reminded Committee that the financial position of CBH was shown both 

before and after the pension scheme adjustments/FRS 102 pension scheme 
charges had been made. A healthy operating surplus continues to be generated, 
but the FRS 102 pension scheme adjustment has the usual Material effect on the 
overall figures, although to a slightly lesser degree this year (partly owing to an 
improvement in the discount rate caused by a rallying bond market), as shown by 
the report. T’OC noted that the overall deficit after FRS 102 has increased this 
year. 

  
4.3 T’OC led Committee through the rest of his report. Committee questioned what 

was meant by ‘modest’ turnover relating to commercial activities. T’OC explained 
that the upper limit up to which trading can be described as ‘modest’ can be 
taken to be the amount of trading which CBH can pursue in the Company without 
having to use a trading subsidiary. This TECKAL limit is assumed to be 20% of 
overall turnover. 

  
4.4 It was reiterated that the judgement as to CBH’s solvency is again made before 

the FRS 102 pension liabilities were factored in. This owed to the liability being 
fully covered by CBC. 

  
4.5 T’OC explained the four key areas of audit risk and how they have been dealt 

with. 
  
4.6 The Audit adjustments were explained (as shown in Appendix 1), making clear 

that these were mainly to ensure that amounts were correctly placed. The 
adjustments are not a sign of weakness or bad practice in the book-keeping of 
CBH; these adjustments detail re-classifications of amounts so as to adhere to 
statutory requirements (e.g. a requirement to detail audit fees separately). T’OC 
assured Committee that there were no causes for concern in these adjustments. 
T’OC will specifically note this point in this report for 2016/17 when this is 
prepared next year. 

  
4.7 T’OC explained the Letter of Representation and its role in acknowledging the 
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Board and CBH statutory duties relating to the external audit of the Company. 
  
4.8 T’OC praised the work of the Finance Team at CBH for completing their work to 

a tightened deadline for reporting to CBC. The audit proceeded extremely 
smoothly. 

  
4.9 Action: OH to circulate responses to Julie Parker’s questions (submitted before 

meeting) to all Committee Members. 
  
4.10 Committee noted the drop in turnover in 2015/16 in comparison to 2014/15. It 

was explained that the main reason for this lay within Property Services and 
owed to a change in accounting practices rather than a real drop in income. 
Works that previously went through the CBH ledger are now contracted through 
CBC, so the amounts for these contracts do not go through CBH’s books 
(although CBH continues to manage the work). Overall, the same level of 
turnover is being managed. 

  
4.11 T’OC confirmed that there the Financial Statements included confirmation that 

these were a true and fair view of the Company’s finances. 
  
4.12 MH informed Committee that the CBH ledger structure was consistent with the 

way in which CBC structure their ledger. 
  
 Company Accounts/Financial Statements 2015/16 
  

4.13 T’OC presented the Financial Statements and the Auditor’s opinion that they 
confirmed a true and accurate view of the Company’s affairs, produced in line 
with statutory requirements. 

  
4.14 The ‘double reporting’ on page 7 of the Statements was explained as owing to 

the current clash between the wording of FRS 102 and the Companies Act 
(2006), which call for two differing terminologies to be used.  

  
4.15 T’OC noted that FRS 102 now required a figure to be shown for the liability of 

paid leave earned but not taken by staff (see page 9 of Statements). MH 
explained how annual leave years were structured at CBH (commencing on the 
first day of an employee’s employment by CBH. This means that the statement 
here does not allow us to see any trends in how annual leave is being taken (or 
not taken). 

  
4.16 The Statement of Changes in Equity (page 10) is now a primary statement, 

rather than a note on the accounts. 
  
4.17 On page 12, the accounting policies are in line with previous policies used, but 

have been expanded in order to meet the requirements of FRS 102. 
  
4.18 Committee considered the pension scheme notes (from page 24). T’OC informed 

Committee that the triennial valuation of employer contributions was not directly 
linked to FRS 102. 

  
4.19 Committee queried whether (on page 1) only current directors as of 2015/16 year 

end should be listed (excluding directors retiring during that year). T’OC clarified 
that directors who had served during the financial year were traditionally included 
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(with retirement date) but that the requirement only needed the names of current 
directors at the point of approval. Action: T’OC to amend page 1 to ensure that 
for consistency, all Councillors listed as directors should be referred to using their 
title (e.g. Cllr Gerard Oxford). 

  
4.20 Regarding page 16 of the Statements, ‘Other creditors’ is placed at the top of the 

list of creditors. Action: T’OC to make sure that this is put to the bottom of the 
list of creditors. 

  
4.21 Regarding the Annual Governance Statement: 

• Page 32, ‘Internal Audit’ section, first paragraph, final sentence: change 
‘will be presented’ to ‘was presented.’ 

• Page 32, ‘Internal Audit’ section, third paragraph, final sentence: change 
‘2015’ to ‘2016.’ 

• Page 33, ‘Significant Governance Issues’ section, first paragraph: change 
final word (are) to ‘is.’ 

Action: MH and T’OC to see that changes above are made. 
  
4.22 It was asked whether there was a duty for Board Members to declare related-

party transactions/interests with CBH. It was confirmed that this was the case. 
T’OC confirmed that reliance was placed on the Board Members’ Register of 
Interest. Additionally, the external auditors carry out other checks to give further 
assurance that interests have been declared. The Register is annually updated 
and Members are required to divulge any interests as soon as they arise. This 
does depend on Board Members acting in good faith, as any system of reporting 
would. It was agreed that the current reporting system was appropriate. 

  
4.23 It was noted that rent or service charge arrears held by leaseholder or tenant 

Board Members would not need to be declared, as such arrears will be owed to 
CBC rather than to CBH. 

  
4.24 Decisions: The following decisions were taken: 
  
 • Approval of External Audit Report - Approved 

• Approval of accounting policies - Approved 
• Audit report on Company Accounts/Financial Statements 2015/16 - Approved 
• Recommendation to Board of the Company Accounts/Financial 
Statements for 2015/16 – Recommendation given that Board accept the 
Financial Statements and accompanying documents 

  
5. F&A Committee Annual Report to Board 
  
5.1 Action: OH to amend 2.3 to read: 

 

The minutes of each Committee meeting have been reported to the Board and 
the Chair of the Committee is invited to makehas made the Board aware of any 
concerns at these meetings. 

  
5.2 Committee discussed whether this report should detail the work done by 

Committee on the 2015/16 Financial Statements. Currently, this report presents 
information on work done in the 2015/16 financial year (which would not include 
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these Financial Statements, as they are being considered in the 2016/17 
financial year. 

  
5.3 Committee decided that this report should continue to only detail the 2015/16 

financial year, and that a noting of this should be made in its introduction. 
Action: OH to make this amendment. 

  
5.4 A request was made and agreed for an amendment to 4.1. The second sentence 

to be deleted and replaced with, ‘The workings of the Committee are witnessed 
by Mike Clarkson, Partner at Mazars, and Tim O’Connor, Audit Partner at 
Scrutton Bland, at least annually. This occurred on 4 June 2015 and 30 July 
2015 respectively.’ 

  
5.5 Action: OH to amend 3.2 to refer to ‘Director of Resources’ rather than to 

‘Michael Hadjimichael.’ 
  
5.6 Decision: Report was approved to go before Board, subject to above 

amendments being made. 
  
6. Strategic Risk Register 
  
6.1 MH presented the current Register and explained that he thought it prudent to 

note the potential risk posed by leaving the EU, but to also note that the effects 
are not yet known. Committee’s views were sought on this.  

  
6.2 Committee was made aware that the disposal of a third sheltered housing 

scheme would be announced by CBC in the next few weeks. This was an 
escalating item on the operational risk registers. Lessons had been learned from 
the last two sell-offs carried out. 

  
6.3 MH highlighted the work done on increasing the audit skills within CBH (covered 

at 2.9). The training of staff members in audit skills was a sign of management 
being proactive in running Business Management Systems Reviews. All lessons 
learned will be brought to F&A Committee. 

  
6.4 Regarding the EU, Committee queried whether any of the sheltered schemes still 

had EU grants due to come to them. SS confirmed that some funding had been 
received in grants for Enoch and Worsnop Houses and she would check to see if 
EU money had been received and if any further grants were expected. Action: 
SS to check these items. 

  
6.5 Committee discussed Brexit and agreed that it was too early to discern the likely 

effects. This would be recorded and Board would consider this risk at future 
meetings as likely effects became identifiable. It was noted that several potential 
elements of this risk were already covered in other entries on the Register. 
Action: MH to remove Risk 8 until it becomes more defined in nature. 

  
6.6 MH was asked if the risks associated with all CBH activities were considered 

(e.g. trading, homelessness services, Corporate Facilities, etc). He confirmed 
that each strand of CBH’s operations had its own risk register. MH agreed to 
include an overview of Operational Risk Registers as part of this item at future 
meetings (e.g. number of risks and their severity per directorate with a summary 
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of the most serious risks and the main mitigating actions being put in place). 
Action: MH to include overview of Operational Risk Registers within future Risk 
Register reports. 

  
6.7 Committee asked why ‘Inability to attract/retain staff’ had been removed from the 

Strategic Register and put back on to the Operational Registers (detailed at 2.5). 
MH explained that this was still of significant importance but that many mitigating 
measures had been put in place to lower the current score of this risk. It was 
clarified that G&R Committee would continue to provide oversight on recruitment 
and retention and measures to aid both. Issues of serious concern will continue 
to be escalated to Board. Committee requested that this risk be considered for 
re-inclusion on the Strategic Register prior to each F&A Committee meeting. 

  
7. 2016/17 Financial Update – to May 2016 
  
7.1 SS presented the financial update and picked out the most notable points. This 

included the surplus position as at the end of May. One reason for the 
unfavourable position at the end of Q1 (verbal update given) is the fencing 
programme. An overspend on this has been agreed to by CBC. The overspend is 
planned to be offset by savings made in voids management, but if this is not 
possible, CBC will cover the shortfall. The Corporate Facilities delegated budgets 
recharges have not been undertaken, but the deficit on that line will be supported 
by the recharges undertaken throughout the year. 

  
7.2 & 
7.3 

The minutes for 7.2 and 7.3 are deemed to be of a commercially sensitive 
nature and so have been included in the minutes of the confidential 
session which followed this meeting. 

  
7.4 Regarding the delegated budgets, the position was slightly skewed by the 

position of the leaseholder recharges. Some programmes have been slow to 
start and some recharges not yet undertaken. 

  
8. Governance Actions 
  
8.1 OH presented the report and notified Committee that there had been no 

instances or reports of fraud since the last time this Committee convened. 
  
8.2 Committee clarified that this report’s purpose was to provide forward sight of 

upcoming actions required by law and to confirm the completion of such actions. 
This should include the official appointment of the three new Board Members put 
forward by CBC (including their registration with Companies House). OH thanked 
Members for the clarification and noted the need to include information on Board 
retirements and appointments in future Governance Actions reports.  

  
8.3 OH confirmed that the three outgoing Board Members (Ms Julia Havis, Cllr Mike 

Lilley and Cllr Gerard Oxford) had their retirement registered with Companies 
House as effective from 16 June 2016. The three new Board Members appointed 
by CBC (Cllrs Daniel Ellis, Cyril Liddy and Mike Hogg) had been registered with 
Companies House, with their terms commencing on 17 June 2016. 

  
8.4 Action: OH to amend work plan to show date for next meeting as 5 October ’16. 
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9. Any other business 
  
9.1 MH requested that, following the Performance Management Review, the 

recruitment of one senior analyst be approved by Committee, with the cost being 
funded from reserves. This would entail roughly £20k spending in the first year, 
with the future years’ salary costs covered by the Management Fee. Decision: 
Approved 

  
9.2 MH requested that Committee authorise the use of reserves to allow the 

purchase of a new Health & Safety program which would capture training 
requirements, compliance issues, reports, incidents, ISO information etc. Initial 
cost would be around £20k, with annual running costs of around £25k. This will 
be a useful management tool, incorporating policies and objectives. The current 
system is paper- and spreadsheet-based. This alternative will bring all Health & 
Safety issues and matters together in one place. Decision: Approved 

  
 With no further business, the open meeting concluded and confidential 

section was commenced. 
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Minutes of the Operations Committee Meeting 
 
Held at 4.00 pm on Thursday 30 June 2016 
In Room 1, Rowan House 
 
Present:  In Attendance:  
Alan Blois 
Michala Carey 
Geoff Foster 

(Chair) Mark Wright (MW) 
Gerardine Murphy (GM) 
Kathy Fitzgerald (KF) 

 

Dionne Philp 
Julie Parker 

(Co-opted) 
(Co-opted) 

Tracey Brushett (TB) 
Richard Dowling (RD) 

 
 
 

 
 

   

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

Apologies were noted from Mell Robinson, as she was attending Colchester’s 
Youth Awards. 
 
Chair confirmed that the meeting was quorate and welcomed Dionne Philp and 
Julie Parker as co-opted Members. 

  
2. Minutes of the meeting held 10 May 2016 and Matters Arising 
  
2.1 The minutes were examined and approved for the Chair to sign as being 

accurate. 
  
3. Item 3 deemed commercially sensitive – separate confidential minutes 

have been produced for this. 
  
4. Customer Insight and Engagement Strategy 2016-19 
  
4.1 Committee noted that, on the Agenda listing of this item, the word ‘Involvement’ 

had been used in error instead of the word ‘Insight.’ 
  
4.2 KF highlighted the key aspects of the new strategy and its focus on moving from 

‘Involvement’ to ‘Insight, Influence and Impact.’  
  
4.3 KF detailed some of the work which had been done to gain greater insight into 

our residents and their needs. She also explained how we would be acting to 
give residents a greater ability to influence our future work and to see the impact 
of their views. 

  
4.4 KF provided a ‘work-in-progress’ draft structure for the resident involvement 

structure. She explained that several groups had been successful, but had 
become less focussed over the years. This was why they were being disbanded 
and replaced with ‘task and finish’ groups which would be more focussed on 
defined issues and projects. 
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4.5 At this point of the meeting, Chair informed KF that a list of questions and 

concerns had been raised by Committee Members. Chair proposed that these 
should be forwarded to KF who would then have the opportunity to consider 
these before re-presenting the Strategy to the next Operations Committee 
Meeting in July. Decision: Committee’s points to be considered by KF and this 
item to be re-tabled for consideration by Committee at its meeting on 28 July. 
Committee Members to submit their points to the Chair by Wednesday 6 July. 

  
4.6 In response to questions from MW, Chair explained that questions and concerns 

had been raised regarding both the change in strategic direction and the general 
methods proposed.  

  
5. Leasehold Management Policy 
  
5.1 RD presented his report and the updated Policy, which was up for its three-year 

review. 
  
5.2 Leaseholders were still expressing interest in having CBH provide more 

maintenance services e.g. around gas and internal maintenance. The provision 
of such services was under consideration. 

  
5.3 The newsletter for leaseholders, started three years ago, continued to be 

produced, with leaseholder numbers now in excess of 1,000. 
  
5.4 RD explained discussions on Section 20 improvement work which had been 

carried out and talks on how better information could be provided to 
leaseholders. 

  
5.5 The new Policy placed heavy emphasis on transparency. This includes a 

commitment to base charges on actual costs. The Focus Group is being asked to 
closely scrutinize our performance. 

  
5.6 Committee asked for details on the numbers of resident leaseholders compared 

to the number of leaseholders who rent out their property. RD confirmed that 
around two thirds were the former and a third the latter (but this latter group is 
increasing in number). It is more likely that resident leaseholders are active in 
engaging with CBH and Committee asked if the Policy and plans for 
communication could adapt to reflect the rise in number of leaseholders who let 
out their properties. RD confirmed that they had considered this and the effect it 
would have. The situation would be continually reviewed to ensure we manage 
leaseholds effectively. 

  
5.7 Committee was informed that Martin Whitlock was now a dedicated leaseholder 

officer, with communal services being handled separately. 
  
5.8 Subletting was becoming common, especially around Greenstead, where 

students were often tenants. 
  
5.9 Committee were asked if they consider that the Policy gives sufficient authority to 

deal with the tenants in sub-let leasehold properties. RD explained that there 
were conditions applied to leases regarding noise, nuisance etc. These are put in 
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place by CBC, with CBH then responsible for ensuring these are met. Any issues 
with sub-letting tenants are taken up with the leaseholder landlord of the property 
in question.  

  
5.10 RD explained that forfeiture of leases can be forced in cases of serious arrears. 
  
5.11 Several minor points were discussed by Committee but agreement was reached 

that no changes were necessary as a result of this. 
  
5.12 Decision: Committee approved the Leasehold Management Policy. 
  
6. Communal Services and Leasehold Performance, including Leasehold 

Focus Group. 
  
6.1 RD presented this item and explained that it was an amalgamation of three 

reports into one item. 
  
6.2 RD explained that the Focus Group is moving towards a set template for 

meetings in order to better monitor performance and strengthen the flow of views 
and information. The Group’s objectives had been reviewed in the past 12 
months. More input into shaping services was being sought. 

  
6.3 RD highlighted the fact that service charge collection for 2015/16 had been 

above target. The target has been further increased in order to push for continual 
improvement. 

  
6.4 A Community Caretaker Team Leader was being appointed and would be on 

secondment for six months. Martin Whitlock’s communal services responsibilities 
were being moved across to the Community Caretaker Team. They would now 
take the lead on estate services. CBH is currently actively working to improve 
grounds maintenance services and problems are being addressed. The 
importance of QAA feedback was stressed. 

  
6.5 The satisfaction rates recorded are good, but currently lowest regarding window 

cleaning. External windows are cleaned every three months, and an increase in 
service charges would be necessary in order to decrease the amount of time 
between them being cleaned.  

  
6.6 The Focus Group acts in an editorial capacity with regard to the Leaseholder 

newsletter and have contributed articles and other input. An electronic version of 
the newsletter is now produced bi-monthly. 

  
6.7 The STAR Survey results are awaited (all leaseholders are included in this 

survey). It was explained that leaseholders tend to have a higher expectation 
with regard to services than tenants. CBH habitually gains relatively good service 
satisfaction when our leaseholder satisfaction scores are compared to other 
providers. 

  
6.8 RD informed Committee that parking was a major issue of contention for 

leaseholders and that this was an issue affecting many. 
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6.9 The Leaseholder Focus Group will report its work to Operations Committee 
annually and Committee wished it success. 

  
7. Housing Options Team Report (including temporary accommodation 

report) 
  
7.1 TB presented the report that had been prepared by John Woodward, outgoing 

interim Housing Options & Advice Manager. She was taking over as the 
permanent Housing Options & Advice Manager. TB described the work she had 
done to get to know the Housing Option Team and identify strengths and areas 
where further improvement could be made. 

  
7.2 TB expressed her confidence that CBH would achieve the NPSS Gold Standard. 

One of the issues which had to be addressed in order to gain this standard 
looked to have only occurred owing to a mis-classification of a B&B placement 
(an under-18 being classified as a single under-18 individual, instead of the 
placement actually applying to a family unit). 

  
7.3 TB has been discussing the future of her team’s service provision with CBC. A 

landlords’ forum has also been held recently, a revised Home-finder scheme has 
come on-line and work is being done to progress the Private Sector Letting 
Scheme (PSL), so the next forum will probably be put back to October in order to 
get as many as possible to attend and so that CBH can then present the new 
package that we are offering to the private sector. Property Services are ready to 
offer repairs services to properties which are signed up to the PSL (up to a 
certain cost limit). 

  
7.4 TB informed Members that she has instigated a review of how our service 

provision at the Library currently operates. She expressed some concerns 
regarding the current setup, involving health & safety, equality & diversity 
(regarding access) and privacy (or lack of). TB is liaising with CBC on this and 
examining how the advice service at the Library can be improved. Members of 
the public using the service would be consulted and asked for their views on the 
current setup. 

  
7.5 More options for temporary accommodation are being sought in the Borough, 

and TB is discussing this with local private landlords. 
  
7.6 A restructuring of how Housing Options operates is likely. This will include a 

cycling of Team Members conducting face-to-face sessions in order to keep 
customer-facing officers fresh and to avoid staff burnout and ensure a high 
quality of service throughout each day. 

  
7.7 The need to provide support to rough sleepers who are found accommodation 

was stressed. Links between support providers would be maintained. 
  
7.8 Work would be done to gain quantitative data on the routes by which service-

users ended up contacting our Housing Options Team. This would be used to 
examine if procedures could be changed in order for CBH to intervene in cases 
earlier than is currently possible. 
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7.9 The effort to reduce use of B&Bs was highlighted, as were the challenges as 
emergency demand increases. Part of this effort was to identify the different 
levels of need for different types of temporary accommodation, so that the right 
types of properties can be sought. 

  
7.10 The Abritas system upgrade is to be installed on our housing register and this will 

capture the homeless on it. The data will then be much more informative and 
comprehensive. The Smarter Working project is also looking to allow more self-
service portals at different locations for service users to access. 

  
7.11 Committee asked what type of landlords attended the landlords’ forum, and what 

type of stock they held. MW explained that representatives of major stockholders 
attended (e.g. Colne Housing) as well as small-scale private landlords with a few 
properties each. TB stated that 12 landlords were already interested. The details 
of our PSL now need to be finalized and some technical issues are being worked 
out. 

  
7.12 Committee asked to be given more information on lengths of stay in B&Bs in 

addition to the total numbers housed in them. TB explained that there was a 
difficulty in finding accommodation to which those in B&Bs could move. Solutions 
such as the PSL would be used. The lengths of stay in B&Bs will now be 
monitored every month, and lengthy stays in B&Bs will have to be justified as to 
why more suitable accommodation has not been found. There can be justifiable 
reasons for lengthy stays, and these will be noted. 

  
7.13 A suggestion of looking at using properties on the Army estates was made, but it 

was explained that this had been looked into previously and found not to be 
possible. TB will be looking to have officers liaise with a number of different 
groups, e.g. with the Army, with Probation Service, the Lakes/mental health and 
domestic abuse etc. The need to follow the local Military Covenant was 
discussed, and this involves providing information to service personnel in the 
run-up to their discharge. 

  
7.14 Following a question on the Library Review, TB told Committee that the length of 

the review would be partly dependent on the CBC review of the current setup. TB 
detailed some of the privacy, health & safety and equality & diversity issues.  

  
8. Work plan 
  
8.1 OH presented the current work plan to Committee. Action: The Customer Insight 

and Engagement Strategy would now be included on the agenda for the 
Committee Meeting on 28 July. 

  
8.2 Action: OH to update the Key/staff list on the work plan. 
  
9. Any other business 
  
9.1 Chair thanked Julie Parker and Dionne Philp for standing in as co-opted 

Members. 
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9.2 MW was asked if there were any plans to move to monthly rent collection. MW 
explained that CBH were still pushing for this but that CBC were not yet in a 
position to do this. We are keen for them to review their management systems to 
find a way for this to be possible. 

  
9.3 MW was asked if the ‘Fit for Five’ approach worked (i.e. bring stock up to a 

standard so that no further work was necessary for five years. MW explained that 
this did not work in practice and the idea was targeted at housing associations. 
Investing a large amount up-front would not provide good value for money, 
compared to our current maintenance programme. 

  
 With no further business, the meeting finished at 6:29pm. 
 
 

 
List of Actions from Operations Committee 

 

Item Action Who By When Done 

30 June 2016 

8.1 & 
8.2 

OH to amend work plan to include 
Customer Insight and Engagement Strategy 
for 28 July meeting and to update the 
Key/staff list. 

OH 15 July Done 
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Minutes of the Operations Committee Meeting 
 
Held at 5.00 pm on Thursday 28 July 2016 
Room 1, Rowan House 
Sheepen Road, Colchester 
 
 
Present:       In Attendance:  
     

Alan Blois (AB) (Chair)                                      Mark Wright (MW)   
Anne Grahamslaw AG) (Co-opted)  Karen Loweman (KL)  
Daniel Ellis (DE) 
Geoff Foster (GF) 

(Co-opted)  Karen Williams (KW) 
Ria Eustace (RE) 

 

 
  Mell Robinson (MR) 

Kathy Fitzgerald (KF) 
Owen Howell (OH) 

 
 
(Minutes) 

     
   Observing:  
     
     

   Gareth Mitchell  
     

 
1. Apologies for absence 
  
1.1 
 

Apologies for absence had been received from Michala Carey. Chair welcomed 
Anne Grahamslaw and Daniel Ellis as co-opted Members. 

  
2. Confirm minutes of previous meeting (30 June 2015) and matters arising 
  
2.1 The minutes were approved as a true record of the previous meeting and accepted 

for signing by the Chair. 
  
7. 
 
7.1 

Resident Insight and Engagement Strategy 
 
It was agreed to move Item 7 up the agenda order. KF introduced the item and 
confirmed that Members’ questions and views had been examined and the 
Strategy amended to incorporate Members’ views. 

  
7.2 Committee noted that the title of the Strategy was still recorded as the ‘Customer 

Insight and Engagement Strategy’ on the Document Control sheet (pg 9 of 
Strategy). Action: KF to replace ‘Customer’ with ‘Resident.’ 

  
7.3 A change of wording was requested regarding the first Key Objective of the 

‘Resident Insight and Engagement Strategy Action Plan’ (pg 75 of pack). Action: 
KF to replace ‘tenants’ with ‘residents.’ 

  
7.4 AG summarized that this Strategy had shown that there would be benefit to be 

gained from bringing such items to Board before they are drawn up, in order to 
allow Members to give their views on how officers should proceed and on what 
considerations should be included. This would assist in gaining strategic direction 
from the Board. 
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7.5 Chair proposed that this strategy be recommended for Board consideration, with 
the further recommendation that a full review of outcomes be set to occur 12 
months after the Strategy is approved (i.e. in September 2017), with Ops 
Committee to scrutinize the   development of the service . Decision: Committee 
agreed to the Chair’s proposal as stated above. 

  
7.6 KW emphasised the lessons which had been learned in how to accomplish positive 

engagement with residents and assured Committee that these lessons would be 
put into practice through this Strategy. 

  
4. Strategic Risks affecting operations (Q1) Confidential 
  
 Owing to the sensitive nature of the emerging risk discussed, this item has been 

deemed confidential and the minutes for it will be recorded as such and as a 
confidential addition to the main body of these minutes. 

  
3. Performance Report (Q1) and Medium Term Delivery Plan Update 
  
 Performance Report/KPIs 
  

3.1 KL introduced the Report and briefed co-opted Members and explained the 
Committee’s approach to monitoring KPIs. KL explained each KPI slide and noted 
the significant factors affecting performance. 

  
3.2 Households in B&B accommodation: Average wait for a family home for those in 

homeless/temporary accommodation = 14 months. It was clarified that this waiting 
time owed to a lack of properties becoming available. It was normal for the number 
of properties becoming available in the Colchester area was five or six per week, 
with demand far exceeding supply. 

  
3.3 KL informed Committee that staff were due to visit B&Bs in use as temporary 

accommodation outside of the Colchester Borough on the day following this 
meeting. This included B&Bs in Ipswich and Clacton. Around half of the households 
in B&Bs are currently in B&Bs outside the Borough. CBH aims to reduce this to 
zero, but pressures on supply have necessitated the use of B&Bs outside the 
Borough area. 

  
3.4 The Private Sector Leasing Scheme is one response by CBH to help easing the 

pressure on temporary accommodation. KL explained that there has been 
significant interest from potential landlord partners. Protocols, procedures and 
lease agreements are all ready and it is hoped that the first lease will be taken on in 
the next few weeks. Two new temporary accommodation sites have been secured 
in Colchester (one of 11/12 rooms, the other with five).  

  
3.3 KL also explained the ‘Homefinder’ scheme for finding places for those households 

accepted as homeless, with payments made to private landlords to cover deposits 
and bonds. This is being advertised to households in temporary accommodation in 
order to try to move people into private rental accommodation. 

  
3.4 When notice is given to families in private accommodation that they are to lose 

their home, CBH acts to try to provide a seamless move into temporary 
accommodation. Difficulties arise when no notice is given – this usually results in 
the household having to be given a placement in B&B accommodation. 
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3.5 Average days to relet General Needs properties: Committee questioned the figure 

for cumulative repair outcome (13.09 days YTD) as this did not seem to match with 
the monthly results for Q1. Action: OH to query this with Luke Tappenden 
(Performance Team). KL noted the change in how void times were recorded (now 
counting the whole time of the property being void). 

  
3.6 Under-occupied Council Homes: KL explained the background to this KPI and how 

the figures were dynamic. It was noted that the number of overcrowded homes was 
roughly comparable to the number of under-occupied properties. 

  
3.7 Tenancy audits completed: KL restated the overall target and aim of this 

programme. KW explained how useful it had been in identifying issues and where 
tenants needed help. KW expressed CBH’s wish to extend this programme into 
future years, if funding could be found to allow this. There has been a great deal of 
positive feedback from tenants. Funding possibilities are to be researched and 
Committee expressed its support for this. 

  
3.8 Average days to complete a repair: It was explained that a balance between speed 

and cost-effectiveness was the aim, with best practice recommending a repair time 
of a little over six days. 

  
3.9 Non-decent Council Homes: KL explained the shift to a five-year programme to 

achieve 0% non-decent homes and why this had replaced the annual programme 
(in order to make savings). 

  

3.10 Repairs satisfaction: Consistently high levels of satisfaction are being recorded. 
The use of texts and phone follow-ups following repairs was highlighted as being 
beneficial. 

  
3.12 Former tenant arrears (FTA): The figures shown are a % of the entire rent roll. 

These arrears are always difficult to collect. KW explained that CBH and CBC have 
been putting together a pilot scheme to use County Court Judgements to 
selectively target a few cases where it is likely that the former tenants would be 
able to pay off arrears but have chosen not to. Suitable cases have yet to be 
agreed, as CBH is excluding from it any former tenants who have no discernible 
means of making payment. Data on FTA cases is held for six years and then 
written off and the file destroyed. We are legally unable to pursue arrears after six 
years, hence the retention time set at six years. 

  
3.13 Rent Collection: KL informed Members that we are on target, but owing to the way 

that the rent weeks fall and are captured within different months, the report giving 
the CBH outcome has temporarily put this KPI into Amber. 

  
 Medium Term Delivery Plan Progress 
  

3.14 KL gave an overview of the highlights listed. Chair had attended the ‘Prison, me – 
no way’ event at Tiptree and detailed its content for Committee. KW expanded on 
this to cover the positive feedback from participants, parents and teachers. 

  
 
 

3.15 Committee questioned the figures relating to the ‘right first time’ repairs. KL 
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explained the use of OptiTime devices to organise work and allow jobs to be either 
marked as complete, or change details (e.g. if the job turns out to be more 
involved/difficult than first thought). The 80% figure denotes the percentage of jobs 
marked as being completed as planned by the operatives themselves. ‘Right first 
time’ is a technical term denoting no need for follow-up work, or remedial work on 
sub-standard repairs. 

  
3.16 Committee Members suggested that, where new items were added to the Plan, 

these could be included in red so as to be instantly recognisable. KL confirmed that 
officers had been discussing the format to best present information, and that 
suggestions are very welcome. KL promised that this suggestion would be 
discussed when the format is next reviewed. 

  
5. Complaints & Compliments Performance (Q1) 
  
5.1 RE presented the report, explaining and giving the formal and informal complaint 

statistics, highlighting the work being done to minimise formal complaints. RE 
covered the performance figures at 2.2 and assured Committee that the current 
under-target performance had been taken up and discussed within CBH 
management with the aim of making improvements and hitting the target set. RE 
explained that issues identified had included delays in staff passing on complaints 
and administrative difficulties. 

  
5.2 CBH is performing almost on target for upheld complaint percentage. The target 

percentage had been lowered since last year, so continuous improvement was 
being sought. 

  
5.3 RE updated the figure for informal complaints. With twenty five received in June, 

the total for Q1 stands at 85. Analysis of informal complaints had commenced, and 
would be included in future reports. Action: RE to include a breakdown of informal 
complaint types in future quarterly Ops Committee Meetings. 

  
5.4 In response to questions, RE explained how complaints against contractors were 

handled. Contractors have their own complaints process, with CBH overseeing this 
and stepping in to handle and resolve complaints if necessary. KL explained that 
contracts are written so that penalties can be imposed if contractors generate a 
certain level of complaints or fail to provide a decent service. 

  
5.5 Committee queried the data regarding time taken to answer Member enquiries and 

the number answered after the ten day target. RE explained that the new Capita 
system was not as comprehensive as the old Covalent system. Colleagues from 
the Business Support Team would now be taking on some Members’ enquiries and 
this is expected to improve the response/resolution times to such contacts. Action: 
RE to include year-on-year comparison of figures for Members’ enquiries in future 
reports (eg comparison of Q1figures from current year and last year). 

  
6. Resident Involvement Activities (Q1) 
  
6.1 MR presented her report and gave the highlights of CBH’s Resident Involvement 

activities during Q1. 
  
6.2 The 20 tenant meetings and events in Q1 represent an increase of 30% on the 
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number held in Q1 of 2015/16. Updating the figure of 94 involved residents, MR 
informed Committee that the number was now over 100. 

  
6.3 Sheltered scheme AGMs are proving useful in identifying issues to tackle and ways 

to improve services and options for residents. 
  
6.4 MR reminded Committee that she would be happy to talk to any and all Board 

Members about CBH’s Resident Involvement work, answer questions and explain 
any project. 

  
6.5 MR explained that the Tenant and Leaseholder Consultative Committee (TLCC) 

was extremely busy, holding additional meetings, receiving additional training to 
improve their skills. There are currently six members and recruitment for a further 
two will commence as soon as the Resident Insight Strategy receives Board 
approval. 

  
6.6 KW explained the targeted recruitment carried out to find participants for the 

‘Working Smarter’ Task and Finish Group. The feedback from this group of 
residents who were new to Involvement has been fed in to the Working Smarter 
project. 

  
6.7 KW and MR noted this as one of the ways in which CBH was making use of 

existing opportunities for engaging with residents. A drive is underway to increase 
our staff engagement with tenants during the course of their duties. 

  
6.8 KL notified Committee of the overwhelmingly positive reaction generated by the 

installation of WiFi in our sheltered schemes. 
  
8. Proposed Work Plan 2015-16 
  
8.1 
 

KW explained the work being done to improve the Safeguarding Policy, due to 
come to Operations Committee in October. 

  
8.2 KL and KW agreed that this would be a good Policy to bring to Board prior to 

changes being made, allowing Board to have input and the chance to steer the 
review. Committee concurred. Action: OH to add this to the confidential agenda for 
12 September Board Meeting, under the Horizon Scanning item. 

  
9. 
 
9.1 

Any other business 
 
There was no other business. 

  
 With no further business, the meeting finished at 18:24. 
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Minutes of the Governance and Remuneration Committee 
 
Held at 4.30 pm on 7th July 2016 
Room 1, Rowan House  
Sheepen Road, Colchester 
 
 
Present:  In Attendance:   
Tina Graves (Chair) Gareth Mitchell  GM 
Michala Carey (Vice Chair) Owen Howell  OH 
Anne Grahamslaw  Claire Holland Item 4 only CH 
  Angelique Ryan  AR 
Geoff Foster (Co-opted) Michael Hadjimichael  MH 
  Karen Loweman Item 3 only KL 
  Kathy Fitzgerald Item 3 only KF 
  Nikki Bedford (Minutes) NB 
 
1. Apologies for absence 
  
1.1 
 
 
2. 
 
2.1 
 
 
 
2.2 

Apologies were received from Dionne Philp. Geoff Foster attended as a co-
opted Member in Dionne’s absence. 
 
Minutes of previous meeting and matter arising 
 
Chair was concerned that the action point agreed for 4.2 was not illustrated in 
the action table. OH advised that this matter is on the agenda for the meeting 
today.   
 
The minutes of the meeting held on the 7 April 2016 were confirmed as an 
accurate record of the meeting and signed by the Chair. 

  
3. Customer Insight and Engagement Strategy 2016-19 
  
3.1 
 
3.2 
 
 
3.3 
 
3.4 
 
 
 
 
 
 
3.5 
 
 

KL and KF presented the report to the Committee as an item for information.  
 
KL gave thanks to Operations (Ops) Committee Members present (GF and 
MC) for their input and feedback received when presenting to them. 
 
KF presented the key points of the report. Insight, Influence and Impact. 
 
Committee expressed concern at the way the Strategy had been received by 
the Ops Committee. Concern was also expressed for how the Strategy 
appeared at Ops Committee without Members of Ops being consulted during 
its creation. It was felt that it should have come to Ops Committee at an earlier 
stage so that the Board could have an input into the strategy so as to 
maximise the expertise available. 
 
KF & KL agreed that this process should be followed going forward.  The 
policies and strategies are looked at routinely and it is felt that the new 
process will fit into this with ease.  
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3.6 

 
Committee queried 3.6 (Community Initiatives Fund) and requested 
reassurance that Equality and Diversity (E&D) is still apparent when decisions 
are being made for use of the fund. 
 

3.7 
 
 
 
 
 
3.8 
 
4. 
 
4.1 

KL advised that the she has seen similar events in action and feels that it 
works well. KL also feels that it will in fact broaden the diversity. Committee 
recommended that the new process is reviewed after a set time to ensure that 
E&D is being successfully promoted. CH is happy to attend future events to 
assist on an E&D basis. 
 
KL welcomed any further feedback to be sent directly to her. 
 
Equality & Diversity Objectives and Strategy 
 
CH presented the report to Committee for decision.   

  
4.2 Committee queried why only part of the action plan had deadlines. CH advised 

that the plan is in its draft stage. Further consultation with staff and customers 
is required to ensure the deadlines set are realistic and achievable. The CCVS 
are also to be involved which will ensure that groups are not excluded. 

  
4.3 
 
 
 
4.4 
 
 
 
 
 
 
 
4.5 

Committee suggested that where the word ‘Tenant’ is used, the word 
‘Leaseholder’ may be appropriate too. It was also suggested that consistency 
was needed when using the words ‘tenant’ or ‘customer.’ 
 
Committee suggested that on Appendix 1, page 14 of the Strategy, the 
opening paragraph reads as follows – 
 
Colchester Borough Homes is what is called an Arm’s Length Management 
Organisation or ALMO. We were set up in August 2003 by Colchester 
Borough Council.  We are 100% owned by the Council.  We exist to provide 
tenancy management and maintenance services for Council homes. 
 
Committee advised that there were a number of links and telephone numbers 
that are not working within the documents.  Action: CH to ensure that all 
links and numbers are checked and amended where appropriate. 

 
4.6 

 
Committee suggested that on Appendix 8, page 29 of the Strategy, the 
Leaseholder newsletter which is published once a year should be 
acknowledged.  Action: CH to add Leaseholder newsletter information.  

  
4.7 A discussion was had regarding the use of the word ‘Customer.’  It was 

suggested that advice needed to be sought as to which word would be the 
most appropriate as Customer, Tenant and Leaseholder are not inclusive of 
the people that reside that do not fit into these categories.  
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5. Board Member Code of Conduct 
  
5.1 OH presented the report for decision.   

 
5.2 Committee stated that the presentation of the report with tracked changes was 

clear and concise and would like that to continue. 
 

5.3 Committee raised concerns that there is no reference to the Board Member 
Appraisal process and forms. Action: OH to add the appraisal forms as an 
appendix as well as a section outlining the appraisal process. Changes to 
be forwarded to each member for sign off before going to Board. 
  

5.4 
 
 
 
5.5 
 
 
 
5.6 
 
 
 
 
 
 
5.7 
 
 
 
 
6. 
 
6.1 
 
6.2 
 
 
 
 
 
6.3 

Committee suggested that on section 2.2 page 8 of the Members Code of 
Conduct, the Company’s Act 2016 be added to the related document list. 
Action: OH to make this addition. 
 
Committee suggested that the wording of section 2.4(c) on page 10 should 
include ‘of the meeting in question’ after the word ‘Chair.’ Action: OH to revise 
language used within this section. 
 
A discussion was held regarding section 2.5 page 12 and confidentiality. 
Committee expressed the importance of carers understanding the confidential 
nature of Board meetings. OH suggested the production of a confidentiality form 
which carers could sign to accept their duty of confidentiality. Action: OH to 
produce a confidentiality form for Carers to sign when attending Board 
meetings. 
 
Decision: Committee approved amendments to 2.11 and 2.12 of the Board 
Member Code of Conduct and, subject to the above amendments being 
made, recommended that the updated Code of Conduct be approved by 
Board. 
 
Code of Governance Annual Review 
 
OH presented the report for decision. 
 
Committee expressed concern that the full removal of the Health & Safety Policy 
Statement would not be recommended due to critical information being omitted. 
OH assured that the wording of the Statement is taken directly from Strategic 
Health & Safety Policy (which is being recommended for inclusion on the Code) 
and therefore the Statement’s removal from the Code would not be detrimental. 
 
Decision: Committee recommended to Board that both the Strategic Health 
and Safety Policy and the Policy Statement should be approved by Board 
owing to the liability being at Board level. The removal of the 
Environmental Policy and the inclusion of the Board Member Recruitment 
Policy were recommended by Committee. 
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7. Information & Confidentiality Policy Update 
  
7.1 OH presented the report for decision. 
  
7.2 OH advised that there were minimal changes made.  The largest amendment 

was making it clear where CBH has a duty to share residents’ personal 
information with outside bodies as per example in section 2.3, page 5. An 
amendment was also being proposed that staff with queries should approach 
the Board Assurance Officer in the first instance (rather than the Information 
Commissioner’s Office (ICO)) who will provide guidance and then refer to the 
ICO if appropriate. 
 
Decision: Committee approved amendments 
  

7.3 
 
 
 
 
 
 
 
 
 
 
8. 
 
8.1 

OH was asked to explain if the introduction of a Document Retention Procedure 
and Schedule had produced benefits for CBH. OH informed Committee that 
improvements had been made as a result of this procedure being introduced, 
especially concerning the retention and destruction of HR documents. OH feels 
they are hindered by the ability of IDOX. OH’s opinion is that IDOX is not fit for 
purpose. There have been discussions with Paul Ashley of CBC and they are 
reviewing their arrangements. Further discussions will be had with regard to our 
needs with the successor system. The need for an outsourced specialist data 
cleansing company is apparent as the job is vast. Daniel Wilkinson, Claire 
Tatum and OH are working closely together to keep this task progressing. 
 
Recommendation to Re-Appoint Board Chair 
 
Chair advised that a recommendation has been made for the re-appointment of 
Anne Grahamslaw as Board Chair. Decision: Committee are all in agreement 
and recommend the re-appointment of Anne Grahamslaw by the Board. 

  
9. Human Resources Update Report including HR Strategy Review 
  
9.1 AR presented the report for information. 
  
9.2 
 
 
 
 
 
 
 
9.3 

AR advised that the HR Strategy Review has not been included in this report 
and it is due for revision in December 2016. Taking on board earlier comments 
from the Committee, AR is going to ensure that she attends the Committee 
beforehand to gain input whilst working on the Strategy. AR also advised that 
the delay in implementing the Strategy owes to bringing together the three 
strands of agile working; IT, Accommodation and Working Practices. 
 
AR highlighted section 2. Reaching Investors in People Gold Standard (IiP) is a 
great achievement for CBH. Committee expressed their congratulations to CBH 
and all involved in achieving this. 
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9.4 
 
 
 
 
9.5 

AR advised that with regard to section 5 of the report, there may be a delay in 
implementing the staff pay award owing to CBH going out to bureau for payroll. 
CBH HR are chasing Midland to enquire whether the pay award can go ahead 
as planned in July.   
 
AR has confirmed that regarding section 6.2, discussions have been had with 
the Union and they are in agreement with the change that CBH are proposing 
that the Pay Protection Policy is reduced from three years to one year. This will 
bring CBH in line with CBC who have already made this change. 

  
9.6 AR advised that there are going to be a number of small reorganisations within 

Housing Options team following the appointment of Tracey Brushett.  
Committee enquired if they will need to be consulted in any restructure and it 
was confirmed that owing to the small numbers involved that this was not 
required.  

 
9.7 

 
Committee asked for further clarification on section 4.2 regarding the employee 
who is at risk of redundancy. It was confirmed that they have the opportunity to 
apply for the two roles within the structure or to take redundancy.  
 

10. 
 
10.1 
 
 
 
 
 
 
 
 
11. 

Governance Action Plan Update 
 
Committee enquired as to what the next steps are as the Governance review 
took place in 2013 and should Committee be revisiting this now that three years 
has passed. MH confirmed that they are in the early stages of a review of the 
Committee structure. MH and OH are looking at ways in which peers conduct 
their Committee business to ensure that what is in place is fit for purpose. OH 
confirmed also that they are looking at the HCA set up for self-assessment on 
Governance structures. MH & OH confirmed that once they have compiled all 
their information, it will be brought to Committee. 
 
Work Plan 

  
11.1 OH requested the approval of Committee to add an item to the plan regarding 

Co-Option of existing Board members to Committee. OH would like to draw up 
a procedure for this and bring it to Committee for approval.  Committee agreed 
that any member of the Board should be able to attend any Committee and that 
the agendas should be distributed to all Board members. Action: OH to 
amend the Committee work plan accordingly and distribute Committee 
agendas to all Board Members prior to meetings. 

  
12. Any Other Business 
  
12.1 Electronic decisions made by Committee since its last meeting were noted. 

 
There being no further business, the open session of this meeting was 
concluded. 
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Item 19: 2016 Board Forward Plan 
 
Date Item Committee Presenting  

  

27 Oct 
‘16 

AGM Agenda items: 

Appointment of Ind. Board Member 
(Noting of reappointment of Glenn 
Houchell on 22 Feb 2016) 

 
Board Chair 

Re/Appointment of Board Chair  BAO 

Appointment of Vice Chairs of Board 
and Committee Chairs  Chair 

Company Annual report video  Chair 

MH to insert audit items   DoR 

Board Agenda Items: 

Annual Resident Involvement Report  DoH 

Complaints Policy  
Service 
Improvement 
Officer 

TLCC Scrutiny Report  TLCC 

Equality Strategy & Objectives and 
Annual E&D Report G&R Jul ‘16 DoR 

‘Social Housing Market Analysis’ 
Presentation -   

Head of 
Commercial 
Services 
(CBC) 

 
 

Safeguarding Policy  DoH 

CONF: Briefing/discussion of CBH 
status as an ALMO, its connection to 
CBC and where liabilities lie 

 
Chair/CEO 

  

7 Dec ‘16 Housing Investment Programme 
2016/17  DoPS 
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• 21 Feb ’17 Medium Term Delivery Plan approval 
 
Reports to be scheduled: 
 
Trading Strategy: Six-month Review  Chief Executive 
Trading Opportunities: Year One Review BOP Chair 
Agile Working Project    DoR 
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