
  
 

 
 
 

AGENDA – Part A 
(Open to the public) 

1. Welcome, Apologies & quorum

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

3. Minutes of previous meeting (Page 3)
To approve as a true record the minutes of the meeting held on 22 February
2018 and to deal with any matters arising

4. Voice Your View

 Mrs Green to speak regarding the CBH repairs service

5. Scrutiny Panel Report (Page 9)
Scrutiny Panel & Polly Hardy, Resident Engagement Officer

ITEMS FOR DECISION 

6. Fire Safety Policy (Page 15)
Michael Hadjimichael, Director of Resources
Ryan Curtis, Health & Safety Manager

7. Adoption of Asset Management Strategy (Page 33)
Mark Wright, Director of Property Services

8. Strategic Plan: Approval of Delivery Plans (Page 153)
Gareth Mitchell, Chief Executive

 Community Plan

 Leadership Plan

 Value for Money & Technology Plan

9. Strategic Risk Register Review (Page 201)
Michael Hadjimichael, Director of Resources

10. Business Opportunities Panel Terms of Reference (Page 207)
Owen Howell, Board Assurance Officer

11. Information & Confidentiality Policy (Page 223)
Owen Howell, Board Assurance Officer

Continues overleaf… 

COLCHESTER BOROUGH HOMES LIMITED  
ONE-HUNDRED-AND-FIRST BOARD MEETING 

To be held 5.30pm, Tuesday 24th April 2018 
Room 1, Rowan House, 33 Sheepen Road 
Colchester CO3 3WG 
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Colchester Borough Homes Ltd 
Company Number 4843624 
A Company Limited by Guarantee 
Registered in England 

STANDING ITEMS 

12. Finance Assurance Report (Page 249)
Michael Hadjimichael, Director of Resources

13. Performance Assurance Report (Page 253)
Karen Loweman, Director of Housing

14. Committee Minutes Report (Page 259)

Finance & Audit Committee Tuesday 12 December 2017 
Operations Committee  Wednesday 7 February 2018 
Finance & Audit Committee Thursday 8 March 2018 

15. Forward Look (Page 277)
An update of future decisions required and items to be discussed at future
Board meetings.

16. Any Other Business

 Board Members’ activities.

 Protocol for reviewing and amending meeting minutes.

17. Exclusion of the Public

18. Confidential Board Meeting

Items to be considered in confidential session: 

 Chief Executive’s Report

 Confidential Finance Assurance Report

Forthcoming meetings: 

Meeting Dates for 2018 

Wednesday 20 June

Monday 23 July 

Wednesday 12 September 

Thursday 1 November (& AGM) 

Monday 10 December 
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Minutes of the One Hundredth Board Meeting of Colchester Borough Homes 
 
Thursday 22 February 2018 
At Room 1, Rowan House 
Colchester CO3 3WG 
 
Present:  In Attendance:  

Anne Grahamslaw 
Cllr Nigel Chapman 
Alan Blois 
Glenn Houchell 
Cllr Mike Hogg 
Cllr Cyril Liddy 
Michala Carey 
Michael Campbell 
Gareth Mitchell 
 

(Chair) 
(Vice Chair) 
(Vice Chair) 
 

Michael Hadjimichael 
Karen Loweman 
Mark Wright 
Heidi Mussett 
Owen Howell  
 

 
 
 
 
(Minutes) 
 

  Cllr Jackie Maclean 
 

(CBC) 

1. Apologies and quorum 
  
1.1 
 
 
 
2. 
 
2.1 
 

Apologies were received from Geoff Foster and Julie Parker. The meeting was 
declared quorate. The Chair welcomed Cllr Jackie Maclean, Shadow portfolio-
holder, to the meeting. 
 
Declaration of interests by Board Members and Officers 
 
There were no new declarations of interest. 
 

3. Minutes of the meeting held on 29 November 2017 and Matters Arising 
  
3.1 The minutes were approved for the Chair to sign. 
  
4. Voice your view 
  
4.1 There were no speakers for ‘Voice your view.’  
  
5. Re-appointment of Julie Parker as Independent Board Member 
  
5.1 The re-appointment of Julie Parker for a second term on the CBH Board was 

approved nem. con.  
  
6. CBH Budget 2018/19 
  
6.1 Glenn Houchell (Chair of the Finance & Audit Committee) confirmed that his 

committee had scrutinized the Budget and recommended it be approved.  
  
6.2 Decision: Board accepted F&A Committee's recommendation and approved the 

Budget for 2018/19. Board also noted the CBC delegated budgets for 2018/19 
(see 2.1 of the report). 
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7. Housing Investment Programme 2018/19 
  
7.1 A brief summary was given, along with an explanation that the Programme now 

provides an enhanced reserve to address the possible implementation of 
measures provided for within the Housing & Planning Act. 

  
7.2 Decision: Board approved the decisions listed at 1.1 and 1.2, welcoming CBC’s 

approval of the overall five-year Programme and directing officers to implement 
the 2018/19 programme. 

  
8. Medium Term Delivery Plan 2018-22 
  
8.1 Gerardine Murphy presented the Plan, its streamlined suite of KPIs and its 

redesigned report format. There would now be more focus on core service 
delivery and fulfilment of the Management Agreement. 

  
8.2 Amendment: On pg. 52 the 79% latest result for ‘Corporate facilities repairs 

completed on time’ is incorrect. The actual latest score is 70%, which has led 
CBC to agree a lower target of 75% for 2018/19. 

  
8.3 Decision: Board approved the CBH Medium Term Delivery Plan 2018-22. 

Decision: Board approved the suggestion that the CEO should be authorized to 
approve any future non-material changes, in consultation with the Chair of the 
Board. 

  
9. Strategic Risk Register Review 
  
 Homelessness Reduction Act 
9.1 The rating of Strategic Risk 6 is expected to drop, with significant measures 

having been taken to meet the challenges this risk presents. The Board was 
briefed on the Ministry of Housing, Communities & Local Government review of 
CBH’s preparations. The Ministry gave CBH a very positive report, stating that 
the Company had carried out more preparatory work than was generally found 
during such reviews.   

  
9.2 Board were informed that, although CBH’s preparations had been praised, 

certain elements for compliance would only be completed close to April, when 
the Act comes fully into force. This includes the IT arrangements. It was therefore 
agreed that the risk should remain on the register with its current score until after 
implementation work is fully complete. 

  
9.3 Karen Loweman briefed Board on the consultation which CBH had held with 

stakeholders. Board Members who had attended the recent conference that CBH 
had held praised the event and expressed their thanks to the organizers of the 
event. 

  
 New trading opportunities detract from core business 
9.4 DMT were asked to strengthen the wording of this item, in light of discussions 

held at the Board Away Day and the need to ensure the health of the Company’s 
finances. Action: Michael Hadjimichael to amend the wording to reflect the 
comments made by Board. 
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9.5 Decision: Board approved the Risk Register, subject to the amendment detailed 

above at 9.4.  
  
10. Board Committee Terms of Reference 
  
 Finance & Audit Committee and Appointments & Remuneration Committee 
10.1 IT was noted that these Terms had been discussed by the F&A Committee and 

G&R Committee respectively. Decision: Board agreed with officers’ 
recommendations that, regarding the Terms of Reference for the Appointments & 
Remuneration Committee, the Board agreed with the recommendation to delete 
clause 2.5 concerning reporting at the AGM. 

  
10.2 Decision: Board approved the redrafted Terms of Reference for the Finance & 

Audit Committee (F&A). 
Decision: Board approved the redrafted Terms of Reference for the 
Appointments & Remuneration Committee (A&R). 
Decision: Board agreed that the Chair of F&A Committee remain, and that Cllr 
Cyril Liddy should, as current Chair of the Governance & Remuneration 
Committee, be appointed the new Chair of the A&R Committee. 
Decision: Board agreed that no review of Committee memberships should be 
carried out until after the 2018 CBC elections. N.B. No current CBH Board 
Members are up for election, but may potentially be affected when the political 
groups on CBC consider their outside appointments following the elections. 

  
 Resident Panel 
10.3 Chair summarized the aims of this new Panel and the expectation that the Panel 

will be run to allow and encourage more involvement from a wider number of 
residents. 

  
10.2 Board questioned the lack of quorum requirements. Karen Loweman explained 

that the intention is to allow residents’ views to come directly to Board Members, 
hence the requirement for at least three Board Members and three tenants. 
There is no formal quorum requirement, as this is an advisory panel (not a formal 
Board committee) but resident members will be asked to provide notice on 
whether they plan to attend well in advance of each meeting.  
 
Board Members on the Panel would be expected to attend every meeting, or give 
their apologies at the earliest opportunity. Board asked for this to be specifically 
stated in the Terms. Action: Owen Howell to amend and add a term to require 
Board Members on the Panel to attend every meeting, unless legitimate reasons 
meant that attendance was not possible. 

  
10.3 Board agreed that there need not be requirements for a set mix of tenants and 

leaseholders, as all views were important and some matters for discussion would 
be of more interest to one group than to the other. 

  
10.4 Action: Owen Howell to remove capitalization on ‘Involved Residents’ in 

paragraph 2. 
  
10.5 Board questioned what mechanisms would be in place to communicate issues 

and problems from the Panel to Board and for Board to respond. It was 
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explained that the primary conduit for communication and for concerns to be 
raised would be the chair of the Panel reporting back to the Board meeting 
following each Panel meeting. This may well evolve over time, and the Terms of 
Reference are very general at this point, to allow for the Panel to form and for 
further review and refinement to follow where the Panel’s operation shows this 
would be of use. 
 
Members pointed out that there would need to be a section on future Board 
meeting agendas to allow reporting back from the Panel and discussion, should 
there be any needed. Action: Owen Howell to clarify this in the Terms of 
Reference. 

  
10.6 Decision: Board approved the Resident Panel’s Terms of Reference, subject to 

the amendments recorded above being made. 
  
10.7 The Chair asked for all Members who wished to chair the Panel to express this 

interest to Owen. 
  
11. Document Revisions necessitated by Board restructure 
  
11.1 Members considered the recommendations for changes to policy approval levels, 

as set out at 3.4 of the report, and whether the delegation to DMT level should 
perhaps be replaced with the option of having all policies reviewed by Board. 
Gareth Mitchell explained that the policies listed at 3.4 are operational/procedural 
in nature (rather than strategic) and the delegation of decision making on these 
to DMT level were to reflect that.  

  
11.2 It was further clarified that Board Members retain the right to bring any policy to 

Board for consideration and/or amendment 
  
11.3 Decision: Board approved the amendments and principles listed in section one 

of this report. 
  
12. Strategic Plan: Approval of Delivery Plans 
  
12.1 Gareth Mitchell recapped the discussions and briefings which Board had 

previously received on these three delivery plans: 

 People plan 

 Customer plan 

 Business Development Plan 

  
12.2 Feedback from Members at the Board Away Day had been taken into account 

and the plans amended accordingly. Gareth confirmed that the ‘additional 
revenue’ target had yet to be set, but that this would come to Board for approval 
at a later date, should Board vote to approve the principles and actions within the 
Business Development Plan. 

  
12.3 Cllr Nigel Chapman (Chair of the Business Opportunities Panel) briefed Board on 

the Panel’s consideration of the Business Development Plan, the Panel’s 
recommendation that the Plan be approved and the need to do this so as to 
enable focus to then be on the pursuit of new trading. 
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12.4 Decision: Board approved the following three delivery plans: 

 People plan 

 Customer plan 

 Business Development Plan 

  
13. Finance Assurance Report 
  
13.1 Board were informed that a small surplus was expected at year end, following a 

review of the position at the end of January. A more detailed report would be 
brought to F&A Committee in March. 

  
14. Performance Assurance Report 
  
14.1 CBH are currently meeting or beating all KPI targets. Karen Loweman 

highlighted the KPI relating to void re-let times, which was close to exceeding its 
target. A high number of voids in January and February have been experienced 
and this could potentially lead to CBH missing the target for this KPI at year end. 
It was explained that two contributory factors were that there had been 16 deaths 
in the first half of January, and that tenants often delayed moves from December 
into January instead. 

  
14.2 B&B usage had decreased considerably over the recent past. The level of B&B 

usage in the past six months has fluctuated between zero and five. 
  
15. Committee Minutes Report 
  
15.1 It was noted that the minutes for the F&A meeting in December 2017 should 

have been included. Action: Owen Howell to circulate these minutes to all Board 
Members for consideration.  

  
16. Forward Look 
  
16.1 Action: Owen Howell to add the new Fire Policy for Board to approve at its April 

meeting.  
  
17. Any other business 
  
 Members’ activities 
17.1  On 15 February, Board Members attended the Board Away Day at St. John’s 

Church Community Hall. 
 On 7 December, Michael Campbell attended the Residents’ Network annual 

conference at the Millennium Hotel, Mayfair. 

 On 25 January, Michael Campbell attended the ‘Your Views, Our Future’ 
consultation event at FirstSite, which was led by Gareth Mitchell. 

 On 8 February, Glenn Houchell, Mike Hogg, Michael Campbell, Geoff Foster 
and Cyril Liddy attended staff training by Birkett Long on GDPR. 

 On 20 February Geoff Foster attended (as member of the Leaseholder Focus 
Group) the tendering interviews for the Communal Areas Cleaning Contract. 

 Gareth Mitchell attended an Institute of Directors programme on the role of 
company directors. 

 Cyril Liddy and Nigel Chapman attended the Homelessness Reduction Act 
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workshop at the Community Stadium. 
  
 Homelessness Reduction Act 
17.2 Karen Loweman will circulate full and final details of our compliance work and 

preparations to the Board, once these are in place. Note: Board wishes to 
commend the hard work done by all involved with preparing CBH for the Act. 

  
 Policy on balconies 
13.3 Members enquired as to whether CBH had a codified policy on the use of 

balconies by residents. Karen Loweman confirmed that we have a policy 
covering use of balconies and patios, and that CBH only intervenes if balcony 
use becomes potentially dangerous (e.g. fire risk, overcrowding, threat of items 
falling). Action: Karen Loweman to forward a copy of this policy to all Members. 
 
Mark Wright further informed Members that enforcement action was underway 
relating to necessary actions identified during fire risk assessments. 

  
 With no further business, the open meeting concluded at 18:29. 
 

 

Item Action Who By When Done 

22 Feb 2018 

9.4 
Amend the wording of strategic risk 2 to 
reflect the comments made by Board 

Michael 
Hadjimichael 

8 March 
2018 

Yes 

 

10.2 

 

 

10.4 
 

10.5 

Amend Resident Panel Terms: 

1. To require Board Members on the Panel to 

attend every meeting, unless legitimate 

reasons meant that attendance was not 

possible. 

2. To remove capitalization on ‘Involved 

Residents’ in paragraph 2. 

3. Add a section on future Board meeting 

agendas to allow reporting back from the 

Panel and discussion, should there be any 

needed. Clarify in Terms 

Owen Howell 
8 March 

2018 
Yes 

15.1 
Circulate minutes of F&A meeting in 
December 2017 to Board 

Owen Howell 
8 March 

2018 
Yes 

16.1 
Add the new Fire Policy for Board to 
approve at its April meeting. 

Owen Howell 
8 March 

2018 
Yes 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  24 April 2018 
 
TIME:   5:30pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 5 
 
SUBJECT: Scrutiny Panel Report on Make a Difference Days 
 
REPORT BY: Members of the Scrutiny Panel 

(Officer supporting) Kathy Fitzgerald 
Housing Manager 

    (01206) 283 746 
    Kathy.fitzgerald@cbhomes.org.uk 
 
 
FOR INFORMATION 
 
1 Purpose 
 
1.1 To inform the Board about the Scrutiny Panel’s fifth scrutiny topic 

investigations, findings and recommendations.   
 
2 Introduction 
 
2.1 The Scrutiny Panel were asked by the Board to review Make a Difference 

Days (MAD Days), to look at how these events are currently planned and 
delivered. Our focus would be on looking at how CBH could improve on how it 
engages with residents through MAD Days, and therefore involve more 
tenants in the improvement of their communities. We would also take into 
account value for money.   

 
3 Scope of Review 
 
3.1 The review examines what the benefits are of CBH carrying out MAD Days; 

the resources, the planning and the measuring of outcomes. We reviewed the 
MAD Days taking place in the period August – October 2017. 

 
4 Methodology 
 
4.1 The Scrutiny Panel undertook the following activities to investigate this topic:  

 

 Met with Polly Hardy the Resident Engagement Officer to gain a detailed 

overview of how MAD Days are planned, the locations chosen, consultation 

with residents and delivering the event   
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 Attended a pre-MAD Day estate tour with the Community Housing Officer 

Darren Parker and the Community Caretaker four weeks before the event. 

 Attended two MAD Days and met with staff, volunteers and residents. 

 
5 Main findings of the scrutiny investigation 
 
5.1 During the pre-MAD Day estate tour, the following was observed by the 

Scrutiny Panel: 
 

 We inspected a number of blocks on Berefield Way, checking communal 

areas including the refuse cupboards 

 We were advised of a zero tolerance policy to items in communal areas that 

were potentially hazardous and/or could be a fire risk 

 We observed some crudely-erected overhead electric wire hanging overhead 

between two blocks of flats 

 We observed missing and broken guttering on some of the garages 

 We noted drying areas that would benefit from weed removal and fence repair 

Overall, we found the estate tour to be thorough. If issues were urgent, repairs 
were arranged quickly and others would be attended to on the MAD Day. 

 
5.2  On the MAD Day itself, we attended a busy and successful event with lots of 
 willing and hard-working volunteers.  CBH staff carried out door knocking 

engagement with residents, although we observed that only a small number 
of residents visited the Hub.  Matthew from Trading Standards (Stop Loan  

           Sharks also attended and door knocked to raise awareness of the dangers of           
           using Loan Sharks. 
 
5.3      We also observed the following activities: 
 

 New signs to all the blocks 

 A new recycling bin 

 Supply and fit a communal bench 

 Extensive mulching to communal gardens 

 Bulb planting 

 Painting of picket fence 

 Extensive weeding of communal areas 

 Tidying up of drying areas and replace or repair of rotary driers 

5.4      Overall, we were impressed with the efforts and enthusiasm of the staff and 
 volunteers and the management of the day itself. We found MAD Days 
           bring many benefits to the community and make a noticeable difference to the  

the appearance of locations. We found that this year’s events have improved 
in the overall concept and delivery, compared to previous events, but that the 
numbers of residents engaging in the events is still quite low. 
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6 Recommendations and response from Kathy Fitzgerald 
 
6.1 The Scrutiny Panel would like to make the following recommendations: 
 

 Continue to hold a series of MAD Days carrying out a range of environmental 

improvements, but base the additional facilities on the area demographics.  

We were impressed with the Speedwell Road MAD Day which was held in the 

school summer holidays and incorporated a children’s Fun Day 

Agree.  We will be tasking the Community Housing Officers to consider local 
demographics and customer insight when planning their MAD Day. 
 

 Consider holding a number of events during the school holidays not just the 

summer holiday 

Agree.  We are aiming to have at least one event in the school holidays in 2018. 
 

 Ideas to include colouring competitions, a magician, martial arts 

demonstration. 

Agree.  We have held colouring competitions in the past and, although participation 
was low, we can offer this if the local demographic indicates that this would be 
popular. 
 

 Invite a different mascot to future events – one that is popular with children 

and incorporates education 

Agree.  The Colchester United mascot has been popular with children but it would 
good to have a different mascot at the next children’s Fun Day. 
 

 Where the demographic is an older population, relevant facilities can be 

incorporated to promote activity and recreation, such as flower arranging, 

painting, chess, and jigsaws. Staff and volunteers can be on hand to assist 

Agree. We are aiming to have at least one of the MAD Days 2018 focussed around a 
CBH sheltered scheme and invite older CBH tenants in the local community 
 

 Invite residents from the wider local community.  This would encourage 

community cohesion 

Agree.  This would work particularly well if targeting specific groups such as older 
people, young families, etc. 
 

 Have a suggestion box at the Hub, to encourage residents to make 

suggestions about future events or issues they wish to raise 

Agree.   

 ASB officers to be available on the day to provide advice and guidance 
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Agree. An ASB Officer has been present at previous events, but we could promote 
this service more on the day. 
 
 

 Offer advice and information relating to health and well-being, recycling, local 

courses 

Agree. 
 

 Support local independent business by inviting local street food vendors, 

helping to promote equality and diversity 

Agree. 
 

 Provide free soup, biscuits, water juice to participants while they work 

Agree.  There would be health and safety concerns about taking hot drinks or soups 
to participants while they work, but refreshments are always available at the Hub. 
 
 

 Hold competitions on the day. Residents write down their idea for something 

to be done on the next day e.g. a new bench, plant a tree and the best 

suggestion wins a prize 

Agree.  The next MAD Day would be held in a different part of Colchester, so may 
not generate significant interest.  However, it is a good idea to incorporate a 
competition as part of our pre-MAD Day consultation. 
 

 Offer residents the opportunity to shadow or be mentored on the task being 

carried out on the day, such as exterior painting, erecting fencing, gardening, 

health and safety briefing 

Agree.  This might need consideration in terms of health and safety but can certainly 
be considered. 
 
 

 Adopt a Task and Finish approach to designing and planning a MAD Day, 

inviting residents from the proposed location. This would ensure that residents 

are having a say in what happens on the day and would encourage better 

participation. 

Agree in principal, but would be impractical to hold a task and finish for each MAD 
Day.  However, we need to ensure that full consultation is carried out well in advance 
of each MAD Day so that we are capturing the views of all residents in the planning 
of the event. 
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7. Additional comments from Karen Williams on the findings 
 

7.1 We recently held a meeting with key staff to start to plan our approach to MAD 
Days, and we were also able to incorporate the recommendations from the 
Scrutiny Panel. The principal change in approach is to start the consultation 
process and promotion of the even much earlier, to ensure that we have fully 
considered the tenant view in planning what happens on the day.  Although it 
is always good to see tenants at MAD Days, we believe that our key aim 
should be to engage with residents before, during and after the event and to 
engage in a range of ways, including door-knocking, by post and on-line. 

  
8. Conclusion 
 
8.1 The members of the Scrutiny Panel would like to pass on their thanks to   

everyone involved in helping with this scrutiny topic. We hope that our 
recommendations will be considered in events planned for 2018, and that we 
will see an increase in the level of resident engagement as a result of our 
recommendations. 

 
9. Financial Implications 
 
9.1 Where recommendations and actions require resource this will accounted 

from our existing budget. 
 
10. HR Implications 
 
10.1 None 
 
11. Legal Implications 
 
11.1 The Homes and Communities Agency published the Tenant Involvement and 

Empowerment Standard in April 2012.  Whilst Local Authorities are excluded 
from the Financial Standards, CBH chooses to comply with the Consumer 
Standards.  The required outcomes include: Customer Service, Choice and 
Complaints, Involvement and Empowerment and Understanding and 
responding to the diverse needs of tenants. More information on the 
standards is available on the following page:  
www.gov.uk/government/uploads/system/uploads/attachment_data/file/42
2709/Tenant_I_and_E_Standard_2015.pdf  

 
12. Health & Safety Implications 
 
12.1 Full risk assessments are taken before each event 
 
13. Equality & Diversity Implications 
 
13.1 We continue to ensure that all our resident engagement activities are aligned 

to our Equality Duty.  Make a Difference Days continue to provide an 
opportunity to ensure that all residents have equal access to influence the 
outcome of each event. 

13

http://www.gov.uk/government/uploads/system/uploads/attachment_data/file/422709/Tenant_I_and_E_Standard_2015.pdf
http://www.gov.uk/government/uploads/system/uploads/attachment_data/file/422709/Tenant_I_and_E_Standard_2015.pdf


 
14 Residents at the Heart 
 
14.1 The Resident Engagement and Insight strategy places tenants at the heart of  
           what we do. By having a greater understanding of our customers, we will be  
           targeting our Make a Difference Days more effectively. 
 
15. Decision required? 
 
15.1 No 
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REPORT TO COLCHESTER BOROUGH HOMES  
BOARD 
 
 
DATE:   24 April 2018 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 6. 
 
SUBJECT: Fire Safety Policy  
 
REPORT BY:  Ryan Curtis, Health, Safety, Environmental & CDM Manager  
    01206 282774   
     Ryan.curtis@cbhomes.org.uk 
 
 
FOR DECISION 
 
1. Purpose  
  
1.1 
 
1.2 

Board to approve the Fire Safety Policy. 
 
For the Board to suggest and consider any amendments to the Policy.   

  
2. Background & Content  
  
2.1 The Fire Safety Policy was written by the Colchester Borough Homes Health, 

Safety, Environmental & CDM Manager, who is NEBOSH (National 
Examination Board for Occupational Safety and Health) fire qualified. The 
Policy was sent for consultation in draft to the CBH Fire Action Group, Senior 
Managers and Health and Safety Team as well as CBC Health and Safety 
Manager, Housing Asset Manager and Housing Client Co-Ordinator. 
Comments were received and incorporated into changes to the draft policy. 

  
Fire Safety Policy 

2.2 
 
 
 
 
 
2.3 
 
 
 
 
 
 
 

Although fire safety was considered in other areas such as the Strategic Health 
and Safety Policy, a decision was made by the Fire Action Group that an 
overarching policy was required highlighting how fire safety is controlled and 
direct duties required. It should be noted that the responsible persons covered 
in the policy are CBC, however they discharge their duties by appointing CBH.  
 
The Policy considers all buildings such as sheltered, general needs and 
temporary accommodation. As well as offices and workshops that CBH have 
employees working. Other persons considered in the Policy are visitors, 
residents and contractors. 
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3. Financial Implications 
  
3.1 Robust fire safety and financial management is required to ensure that service 

delivery is not compromised and that financial exposure is mitigated.  Loss of 
service or prosecution post a fire incident could have a financial implication.   

 
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 As part of the requirements of the policy, fire safety procedures and systems 

are clearly defined, as are the roles and responsibilities of employees as to fire 
safety.  

  
6. Residents at the Heart Implications 
  
6.1 Fire safety is paramount for any resident. Measures highlighted in the Policy 

set out how physical measures of prevention and detection are controlled, as 
well as procedural measures such as training and evacuation.  
 

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 could be sought. 

  
8. Appendix 
  
8.1  Appendix 1 – Fire Safety Policy   
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Fire Safety Policy 
Author:  Ryan Curtis Health,  

Safety,Environmental & CDM Manager 

 

1.0 

March 2018 
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Building Trust • Delivering Tenant Led Services • Commitment to our Communities 
 Delivering Professional Services • Providing Value for Money 

2 

 

Glossary 

CBC Colchester Borough Council  

CBH Colchester Borough Homes 

COSHH Control of Substances Hazardous to Health 

DSEAR Dangerous Substances Explosive Atmosphere Regulations  

RRFSO Regulatory Reform (Fire Safety) Order 2005 
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1. Introduction  

As landlords of the premises covered by this policy, Colchester Borough 
Council have legal and moral obligations in relation to fire safety as outlined 
by the Regulatory Reform (Fire Safety) Order 2005 and the Health and Safety 
at Work Act 1974. 

CBC have appointed Colchester Borough Homes as agents to discharge their 
duties. Therefore this policy describes the practices and procedures 
implemented by CBH in order to undertake this.   

This document identifies the structure, procedures and responsibilities of 
managing fire safety in accordance with legal requirements as delegated to 
CBH and covers the fire safety approach to all dwellings and workplace 
facilities such as offices and workshops. This fire safety policy also forms part 
of the CBH overarching Risk Management Strategy.  

2. Purpose 

The consequences of a fire at any of the dwellings occupied by CBC 
tenants/or leaseholders can be especially serious due to the difficulties and 
dangers associated with the emergency evacuation of dwellings,  particularly 
when residents may be highly dependent and lack physical or mental 
capacity. The aim therefore must be to ensure that, if possible, outbreaks of 
fire do not occur and that, if and when outbreaks do occur, they are rapidly 
detected, effectively contained and quickly extinguished. This means that 
overall fire safety will depend on physical factors (such as building 
construction, design and maintenance), together with equipment and 
furnishings and proper use and maintenance of detection and alarm systems, 
and also on local policies and staff training for handling emergencies. 

Although, if required, evacuation from any of the non-dwellings buildings, such 
as offices and workshops should be much simpler, poorly managed fire 
precautions could be just as catastrophic. Therefore this policy equally 
describes procedures required in non-residential areas under the control of 
CBH.   

3. Policy statement  

Colchester Borough Homes agree to:  

 Bring the Fire Safety Policy and any revisions to the notice of all staff, 
relevant contractors, the Board, tenants/leaseholders and any other 
relevant person having business on premises under our control  

 Make the Policy available to any person who may wish to consult it and 
place copies for reference on Intranet and Assure systems 
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 Pledge its commitment to adopt the requirements of The Regulatory 
Reform (Fire Safety) Order, and to comply with all relevant statutory 
requirements in respect of fire safety for the areas under our control 
and make CBC aware if any breaches in areas that they have 
responsibility for.  

 Involve and enlist the support of all employees in achieving fire safety 
objectives 

 Monitor the effects of this policy and present the results in a published 
annual health and safety report 

4. Scope  

The scope of this policy includes all employees carrying out their duties, 
tenants, leaseholder, contractors and any persons that may be on premises 
under the control of CBH. This fire safety policy covers all premises, fixtures 
and fittings or items that are fire safety related. 

5. Roles and Responsibilities 

The Chief Executive has overall responsibility for CBH performance in respect 
of fire safety.   

The Director of Resources has direct responsibility for fire safety including but 
not exhaustively:  

 Fire safety issues and activity in conjunction with the Health and Safety 
Manager  

 Ensuring that at least annually, a report is presented to the Board of 
CBH 

 Ensuring that agreed programmes of investment in fire precautions and 
training are properly accounted for. 

 Ensuring that future developments & project works comply with this 
policy  

 Ensuring the appropriate inspection, testing and maintenance of 
firefighting equipment and associated fire precautions infrastructure are 
carried out  

The Health, Safety,Environmental & CDM Manager is responsible for certain 
actions, including but not exhaustively:  

 Updating the Board and senior management of the current state of fire 
safety in all premises for which CBH is responsible 

 Ensuring the effective upkeep of the Fire Safety Policy established for 
all the premises for which Colchester Borough Homes have 
responsibility. 

 Preparing an annual fire safety statement for the Board as part of the 
health and safety report.   
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 Facilitating all staff to participate in fire safety training and fire 
drills/instruction in accordance with this policy. With enhanced training 
being given to nominated fire marshals and others on request of 
management  

 Reviewing reports of all fire incidents from the CBH Assure reporting 
system and arranging for them to be acted upon as required.  

 For advising on all matters concerning fire precautions and situations in 
premises which do not conform to recognised fire standards or 
requirements, and for preparing and delivering reports containing 
recommendations for improvements. 

 For advising on fire precautions arrangements for new or altered 
existing premises. 

 For liaising, with the Fire Authority and other relevant statutory bodies 
having advisory or mandatory consequences over fire precautions in 
premises. 

 For ensuring that periodic visual inspections of premises under the 
control of CBH are carried out.  

 For ensuring that suitable and sufficient fire risk assessments are 
undertaken as outlined in this policy 

 In conjunction with senior management, for ensuring the appropriate 
inspection, testing and maintenance of firefighting equipment, fire 
alarm systems, emergency lighting and associated fire precautions 
infrastructure is carried out 

5.1 Senior Managers 

Senior Managers are responsible for matters including but not exhaustively:  

 Bringing the existence and contents of the Fire Policy to the attention of 
those employees for whom they are responsible and to ensure that 
individual members of staff understand their duties and responsibilities 
in the event of fire.  

 Support and promote the nomination and training of fire marshals in 
their work place working with the Health and Safety Manager.  

 Monitor and manage compliance of staff to attend mandatory fire 
training as recorded by the human resources department. 

 To ensure that any contractors working in areas covered by this policy 
have relevant risk assessments in place for their tasks, are suitably 
trained and have been made aware of localised fire safety and 
evacuation procedures.  

5.2 All Employees  

All employees of CBH have a responsibility to:  

Attend fire safety training as set out in this policy 

Take time to understand fire hazards of their working environment  
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Practice and promote fire prevention and report any items left on evacuation 
routes that breach the “sterile area” policy or create a fire hazard 

Report any fire related incidents, hazards and near misses via the Assure 
software system and in the case of a serious situation immediately to 
management / the health and safety team 

Co-operate with management to ensure that rules and regulations regarding 
fire safety are effective 

Not interfere with anything provided for fire safety  

Co-operate with practice fire evacuations “drills” 

5.3 Tenants/Leaseholders 

All tenants and leaseholders must comply with the relevant sections of this 
policy that include (but not exhaustively): 
 

 Not interfering with or replacing without express permission any door, 
windows or part of the structure of the premises they are living in that 
directly help protect an emergency escape route 

 Not holding/wedging open any fire doors, either to their own premises 
or in common areas 

 Report any fire related incidents, hazards and near misses to CBH. 
This includes items stored in common areas i.e corridors and 
landings.   

 Not storing or leaving  any items in common areas of the building they 
reside in  

 Not storing or charging a mobility scooter in any area without the 
express permission of CBH, this includes common areas, the 
premises they live in and outside areas adjacent to the building.  

 Not storing large quantities of flammable materials in their place of 
residence  

 Although smoking and using/charging e-cigarettes is permitted in 
tenants/ leaseholders individual homes , this is not allowed in 
common areas inside the buildings or any undesignated areas outside  

 Making CBH aware if they are using/ storing medical gases such as 
oxygen and having an appropriate sign kept on their front door.   

 Co-operate with the local evacuation systems for the building they 
reside in. this includes the “stay put” procedure. 

 Leaseholders are to provide an annual gas safety inspection 
certificate.   
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6. Fire Precautions and the Testing of Systems 

6.1 Fire alarm testing 

On each site under the control of CBH, where a fire alarm system is in place 
there will be a weekly test of the system. Tests will be carried out at a 
specified time on the same day each week with records being kept locally. 
The alarms will be sounded for approximately four or five rings each test and 
the date/time will be advertised at the premises.  

It is important to note that local individual fire alarm tests are undertaken on a 
rotational cycle at these times. Therefore both staff and residents should not 
expect to hear their local alarm each week. This is to ensure that all call points 
are tested in rotation. 

Please be aware that in agreement with Essex Fire and Rescue there are no 
fire detection units or call points in common areas of general needs flats. 
Smoke detection units inside the general needs flats are tested annually.  

On hearing the alarm at any time other that advertised or the continuation of 
these alarms, staff /residents are to respond in accordance with the fire 
procedure for their area, unless they have been specifically forewarned that 
there is to be an additional test.  

Smoke detection units will be serviced at a minimum of an annual frequency 
by a competent person. If the fire risk assessment requires it, this may be a 
shorter frequency.  

6.2 Fire extinguishers and sprinklers  

Fire extinguishers will be tested and maintained in accordance with British 
Standard BS5306. Each extinguisher will be inspected annually via a 
nominated competent person or company and will bear a label displaying the 
date of the most recent inspection. The adequacy of fire extinguisher 
coverage is reviewed annually as part of the fire risk assessment process and 
additional reviews made as necessary if there is a change of use, increased 
risk or new equipment or processes.  
 
P50 fire extinguisher units are in place in many of the staff based locations. 
These units are exempt from testing as they have a 10 year warrantee. All 
P50 units in our premises will be either refurbished or disposed of after a 10 
year period.   
 
A limited number of sprinkler system are in place at relevant properties. These 
will be serviced annually by a competent person.  
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6.3 Emergency lighting 

The frequency of emergency lighting testing will be established via local fire 
risk assessments, however it will be at a minimum of quarterly by nominated 
responsible persons. Emergency lighting will be serviced at least annually, 
this will be undertaken by a competent person/company.  

6.4 Fire Precautions & High Risks 

This section highlights high fire risk issues and how CBH takes its approach to 
minimise the risk.  

6.4.1 Arson  
 
The risk of Arson is ever present and is still the biggest cause of fires in non-
domestic premises in the UK. The most effective tactic to employ against the 
arsonist is to deny the opportunity. Careless disposal of combustible materials 
outside a building or in a common area is an encouragement to the arsonist 
and should be avoided. When safe to do so unfamiliar faces or persons 
without relevant identification should be challenged to identify themselves and 
any failure to do so satisfactorily reported immediately to the person in charge 
and/or the health and safety team.  
 
Service managers and others having responsibility for buildings or parts of 
buildings must ensure that the potential for arson is recognised and taken fully 
into account and where necessary improvements made. Advice is available 
from the CBH health and safety team as required.  
  
Following a fire started under suspicious circumstances, or where arson is 
suspected, managers are to ensure that the scene and material evidence in 
any form is left undisturbed pending investigation by the relevant authority. 
Any personnel with involvement in the fire incident should be released from 
duty and made available for immediate interview by the authorities. 
  
6.4.2 Smoking Materials  
 
The use of smoking materials including e-cigarettes is not permitted within 
any of the common area of residential buildings that CBH have responsibility 
for areas such as doorways and windows that are adjacent. The use of 
smoking materials including e-cigarettes is not permitted in any area that 
employees work, this includes all staff-based buildings, outside areas and 
company vehicles. The charging of e-cigarettes is also not permitted in any of 
the aforementioned areas. Illicit smoking has the potential to pose a 
significant fire risk and is to be treated seriously with appropriate actions taken 
to enforce the no smoking policy. 
 
Under no circumstance must a resident or tenant be allowed to smoke or use/ 
charge an e-cigarette whilst using or being near medical gases.  
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6.4.3 Medical Gases  
 
Signage must be placed on the main door to any resident or tenant abode that 
uses medical gases such as oxygen as well as the main entrance door to the 
building. 
 
Tenants/leaseholders must inform CBH if they are using or going to use 
medical gases.   
 
6.4.4 Hot Works 
 
Before any hot works are undertaken a hot works permit must be filled out 
and submitted to a designated competent person. Once the hot works are 
completed the permit must be closed down and signed off. Only trained and 
competent persons either CBH employees or contractors are permitted to 
undertake hot works in areas under the control of CBH. 
 
6.4.5 Control of Substance Hazardous to Health (COSHH) 
 
The amount of flammable substances being stored should be kept to a 
minimum and stored in a cool, well ventilated secure area, preferably one 
reserved for the storage of flammable substances and having adequate low-
level ventilation. 
  
Aerosol cans or gas bottles must not be exposed to excessive heat, for 
example direct sunlight or radiators  
 
Flammable substances must be handled and stored carefully and in 
accordance with the manufactures instructions to avoid damage and never 
used near naked flames or other sources of ignition. An aerosol canister must 
not be operated when it is damaged. Manufacturers’ warnings printed on the 
container must always be observed. Containers are to be sealed or capped 
immediately after use and not be left standing in direct sunlight or where they 
may be knocked over.  
 
The health and safety team must be made aware of any new substances 
being used by CBH employees, so a COSHH risk assessment can be 
undertaken. It is an employee’s responsibility to read and comply with 
COSHH risk assessments with a view to fire safety. CBH COSHH 
assessments can be viewed on the Assure system, COSHH assessments 
undertaken by contracted clearing companies are stored locally in cleaning 
cupboards, contractors working on voids or sites must have undertaken 
COSHH assessments and kept then in safety folders on site.  
 
6.4.6 Electrics 
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All electrical items used in common areas must have a portable appliance test 
via a competent person or company before use. Unauthorised electrical 
appliances must not be used in common area of any of the premises. Further 
PAT are undertaken at intervals set via risk assessment but no greater than a 
three year cycle. 
 
On discovering any faulty/damaged electrical appliances, employees must 
stop using the appliance, where possible isolate the electrics and report the 
issue to the property services department for repair or replacement. 
 
The use of block electrical plugs is not allowed in any areas under the control 
of CBH. Strip plugs can be used as long as they are not adjoined (daisy 
chained) and have a current PAT in place.  
   
6.4.7 Cooking Appliances 
 
Microwaves, Kettles and Toasters are to be used only in authorised areas 
with appropriate fire detection i.e. kitchens or rest rooms.  
 
Cooking appliances in commercial kitchens are included as part of the fire risk 
assessment process. Procedures in the management of kitchen equipment 
must ensure they are under a robust system of test and maintenance.  
 
Care is to be taken with toasters and microwaves to prevent foodstuffs being 
burnt that may activate a smoke detection and cause unwanted fire alarms. It 
is recommended the toaster crumb trays are emptied/cleaned regularly to 
guard against unwanted fire alarms. 
 
The areas where cooking takes place, such as a kitchen must be fitted with 
heat sensor detection and the door kept closed to prevent any smoke from 
cooking activating smoke detection outside of the area. 
 
The location of toasters and microwaves is to be away from combustible 
materials, not placed next to notice boards with paper attachments and care 
taken when used under wall mounted cabinets. 
 
6.4.8 DSEAR (Dangerous Substances and Explosive Atmospheres 
Regulations 2002)  
 
There are no quantities of substances stored or used in any CBH locations 
that would fall under the provision of DSEAR 
 
6.4.9 Escape Routes   
 
It is in everyone’s interest that buildings have good, efficient fire precautions. 
Everyone can help by taking the following action:  
 

27



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

12 

 

• Do not allow items that will obstruct or slow down evacuation, or combustible 
materials to be placed on escape routes  
• Do not wedge/prop open fire doors  
• Do not secure or obstruct doors on escape routes so they cannot be opened 
easily by those making an escape  
• Do not obstruct signs that show escape routes, fire alarm call points or 
extinguishers  
• Do not allow holes or gaps in walls and floors to develop. This would allow 
the spread of smoke and heat. Defects must be reported property services. 
 

7. Emergency Response Procedures  

7.1 Fires in external areas  

If you see a fire in an external area e.g. car parks, the alarm must be raised, 
either by breaking the nearest wall mounted “break glass” call point, or if none 
are present in the vicinity, or in isolated open car parks/grounds use a mobile 
phone to call emergency services on 999 and if appropriate shout “Fire, fire.” 

7.2 Personal Emergency Evacuation Plans (PEEP)  

A PEEP must be produced for any member of staff who has a disability that 
could affect their ability to evacuate their workplace. The plan will outline what 
additional measures or assistance are likely to be needed by the individual in 
order for them to evacuate safely. A “buddy system” might be required to 
ensure they are given assistance to evacuate in a fire situation. If a PEEP is 
not appropriate other measures will be put in place. PEEPs will be undertaken 
by the health and safety team, with consultation with the person requiring 
assisted escape and their line manager.  
 

7.3 Stay Put Policy 

All of the dwellings under the control of CBH operate a stay put policy; fire 
action notices to this effect are on display in each building. On discovering a 
fire or hearing a fire alarm the following procedures are to be followed. 
 

 If the fire is in your flat - raise the alarm and leave your flat  

 Call the emergency services on 999 and report the location of the fire 
to the fire services 

 If safe to do so warn others in common areas of the building 

 Leave the building by the nearest fire exit 

 If safe to do so, report the incident to the person in charge. 
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If the fire is in a communal area or in another flat, (unless you feel in danger) 
stay in your flat and wait for the fire services to either rescue you or give the 
all clear. 

7.4 Evacuation of Employee Based Buildings  

On hearing the alarms employees are to immediately evacuate the building 
via the nearest fire exit. There must be no delay to get personal items or 
attempt to deviate off a designated emergency escape route.  Once out of the 
building employees are to muster at the designated emergency assembly 
point. If safe to do so, trained fire marshals will check the fire panel to confirm 
the location that the alarm was activated from and conduct a sweep of all 
areas, including store rooms and toilets and report to the emergency co-
ordinator/ fire services their findings. Under no circumstances is any person to 
re-enter a building until given express permission from the emergency co-
ordinator.  

8. Fire Risk Assessments  

Fire Risk Assessments are undertaken by the health and safety team or a 
nominated competent person/company using the Assure system.  
    
Fire risk assessments for all buildings under the control of CBH (with the 
exception of general needs blocks of flats) are reviewed every 12 months or 
when there is a significant change of risk. Electronic copies of the completed 
fire risk assessments are available on the Assure system with paper copies 
kept in the grey fire boxes at sheltered schemes and on notice boards at the 
general needs blocks of flats. 
 
General needs flats - Owing to the lack of significant change and ongoing fire 
inspections by the community caretaking team, fire risk assessment reviews 
in general needs flats will be reviewed on a rolling schedule over a five-year 
period. Visual inspections on general needs flats are formally undertaken 
annually with additional ad hoc inspections as required.   

9. Training  

It is a mandatory requirement that all staff, without exception, undergo training 
in fire precautions. Training required will be appropriate to the employee’s role 
but at minimum fire procedures training will be given in local health and safety 
inductions.  
 
The health and safety team will provide sufficient and suitable fire safety 
training as required/requested to meet the Induction and mandatory fire safety 
training requirements.  
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All appointed fire marshals, visiting officers and community caretakers must 
attend fire marshal training. Refresher training will be delivered every two 
years.  
 
As part of the ongoing employee fire safety training, all staff-based buildings 
will have six-monthly unadvertised practice evacuation “drills”. Results of the 
drill will be recorded and a full debrief with the health and safety team and fire 
marshals undertaken. Failure to co-operate with the drill could lead to 
disciplinary action. No practice drills will be carried out at sheltered, temporary 
or general needs accommodation.   

10. Incident Reporting  

All fire incidents, and events that have the potential to cause a fire are to be 
reported using the Assure system. It is the responsibility of all staff to report 
incidents or near misses using the system. Serious incidents must be reported 
immediately via phone or in person to senior management and the health and 
safety team. 

The investigation by the health and safety team will allocate the appropriate 
risk score for the event and if required actions will be set to reduce the 
likelihood of a reoccurrence.  

11. Monitoring & Review 

This policy will be monitored using incident data collected from the Assure 
reporting system and training compliance figures produced by the HR 
department. These will feature in reports going to senior management, the 
Board and both the Health and Safety Liaison Committee and Fire Safety 
groups.  

 

The Policy will be reviewed at three-year intervals or if there is a significant 
change to legislation or CBH practice and procedures.   

12. Implementation and Communication  

 

This policy and all following revisions will be uploaded to the intranet and the 
policy section of Assure  
 
This policy and all following revisions will be sent for consultation to: 

 The CBH Fire Safety Group 

 The Health and Safety Liaison Committee 

 The Board of Directors   
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 Senior management  

13. Equality and Diversity  

Colchester Borough Homes are committed to the provision of a service that is 
fair, accessible and meets the needs of all individuals.  

14. References 

 Regulatory Reform (Fire Safety) Order 2005 

 The Health and Safety at Work Act 1974 

 HM Guide for sleeping accommodation 

 LG fire safety guide for purpose built blocks of flats.   
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  24 April 2018 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 7 
 
SUBJECT:  Adoption of Asset Management Strategy 
 
REPORT BY: Mark Wright, Director of Property Services 
    (01206) 282760   
     mark.wright@cbhomes.org.uk 
 
 
FOR DECISION  
 
1. Decision Required / Recommendation 
  
1.1 That the Board note and adopt the final versions of the Colchester Borough 

Council (CBC) Housing Asset Management Strategy (appended). 
  
1.2 That the Board note the revisions (final versions) of the following supporting 

policies, underpinning the Housing Asset Management Strategy: 

 Procurement Strategy (As incorporated in the Asset Management 
Strategy) 

 Boundary Definition  Policy 

 Electrical Testing Policy 

 Low Energy Rated Property Policy 

 Tenants Alterations Policy  

 Aids and Adaptions Policy 
  
2. Purpose of Report  
  
2.1 To provide the Board with oversight of the final and approved version of the 

CBC Housing Asset Management Strategy and supporting policies. 
  
3. Background & Content 
  
3.1 The Board, at its meeting of 29 November 2017, approved the principles of 

the addendum to the HRA Asset Management Strategy and the revised 
policies underpinning the strategy (Agenda item 7 - Proposed Budgets for 
Housing Investment Programme 2018-19 – minute reference 7.11) developed 
as one of the outcomes from the joint CBC and CBH Housing Futures project. 

  
3.2 The Council, having approved the HRA Medium Term Investment Plan at its 

meeting of 31 January 2018 (as reported to Board at the meeting of 22 
February) has now approved the revised HRA Asset Management Strategy 
and the following supporting policies. These policy and strategy documents 
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will inform the management and investment of the Council’s substantial 
housing asset portfolio and will remain in effect until changed to reflect any 
material legislative, strategic or budgetary changes. These revisions will 
become substantive on 1 of April 2018. 

  
3.3 The Board, CBH officers and residents have had significant input into the 

development of the HRA Asset Management Strategy, the underpinning 
policies and the HRA Investment Plans. 

  
3.4 The changes to the Asset Management Strategy and the introduction of a 

separate policy for fencing will require a fundamental review of the repairs 
policy. 

  
3.5 The Repairs Policy appears on the CBH Governance list for approval however 

it should be noted under the terms of the Management Agreement repairs 
policies are reserved to the Landlord (CBC). 

  
3.6 In practice the Repairs Policy is a joint outcome from the CBC/CBH Asset 

Management Group, and once drafted to reflect known budgets and 
investment plans, commences a similar path to approval as the Housing 
Investment programme i.e. a draft policy is presented first to CBH Board for 
review (previously Operations Committee) and to Board for approval for 
submission in draft to CBC for review and acceptance. Once CBC have 
agreed the Policy this will return to CBH for acceptance and implementation. 

  
3.7 It should be noted that the Rechargeable Repairs Policy, whilst not 

fundamentally affected by the revisions to the Asset Management Strategy 
and the other supporting policies, will be subject to a similar review process 
as the overall Repairs Policy and in the same timescale. 

  
3.8 This timetable is to be agreed with CBC but will be no later than September 

2018. This date reflecting the anticipated governance requirements which 
may be shortened by mutual agreement. An initial draft of the Repairs Policy 
is shown at Appendix 7 for information only at this stage. 

  
4. Risk Management 
  
4.1 The major risks associated with the revised HRA Asset Management Strategy 

have been previously considered by the Board. However, the risk of a 
negative impact on customer satisfaction arising from the reductions in 
expenditure on non-essential items makes the successful implementation of 
the new Customer Plan essential. 

  
5. HR Implications 
  
5.1 There are no immediate HR implications arising from the matters addressed 

in this report. However, the Board should be cognisant that reductions in 
investment will not necessarily lead to reductions in officer input and may 
indeed lead to more pressures managing customer expectations and limited 
budgets 

  
 

34



6. Legal Implications 
  
6.1 None 
  
7. Financial Implications 
  
7.1 As previously considered by the Board. 
  
8. Value for Money 
  
8.1 As previously considered by the Board. 
  
9. Health & Safety Implications 
  
9.1 None 
  
10. Equality & Diversity Implications 
  
10.1 As previously reported. 
  
11.  Residents at the Heart 
  
11.1 
 
 
 
 

Whilst these matters have been previously considered, the Board is reminded 
that the reasons for the need to revise the HRA Asset Management Strategy 
and supporting policy have been shared widely with tenants and leaseholders 
and following consultation the views of tenants and leaseholders have been 
taken into account in the development of the final strategy and policies. 

  
12. Decision Required? 
  
12.1 Yes 
  
13. Appendices 
  
13.1 The following documents are appended to this report: 

 Appendix 1 – Asset Management Strategy and  Procurement Strategy ( As 
incorporated in the Asset Management Strategy pages 24 and App. 1) 

 Appendix 2 - Boundary Definition Policy 

 Appendix 3 - Electrical Testing Policy 

 Appendix 4 - Low Energy Rated Properties Policy 

 Appendix 5 - Tenants Alterations Policy 

 Appendix 6 - Aids and Adaptations Policy 

 Appendix 7 - Draft Repairs Policy (for information only) 

 Appendix 8 - Mobility Scooter Storage Policy 
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Glossary: 

 

AMG Asset Management Group 

CBC  Colchester Borough Council 

CBH Colchester Borough Homes 

Colchester the borough of Colchester – all CBC wards 

CMG Capital Monitoring Group 

DDA Disability Discrimination Act  

HRA Housing Revenue Account  

KPI Key Performance Indicator  

Performance Measures Performance measures generally means regular measurement 
of outcomes and results, which generates reliable data on the 
effectiveness and efficiency of programs or resources (human 
resources, employee time, funding) used to conduct activities 
and provide services. 

PVCu ‘PVC’ stands for Polyvinyl Chloride. The ‘U’ stands for Un-
plasticised. The basic material properties of PVCu make it ideal 
for window and door application. Is also sometimes referred to 
as uPVC which means the same thing.  
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1. Executive Summary 

Effective asset management and a close working relationship between Colchester Borough 

Council (CBC) and Colchester Borough Homes (CBH) are fundamental to the successful 

delivery of an excellent service that meets organisational objectives, within the context and 

allowances of the Housing Revenue Account (HRA) Business Plan. 

This updated document is our third Asset Management Strategy (AMS) and aims to reflect 

best practice while recognising the challenges and financial constraints that Colchester faces 

in the current social housing environment. 

The housing stock is located in an area of relatively high demand; it comprises a mix of flats 

within blocks and street properties. 

The Asset Management Strategy supports the aim of the CBC Housing Strategy 2015-20: 
“To make Colchester a place where people choose to live in a decent, safe home which 

meets their needs, in locations and neighbourhoods that are sustainable and desirable, 

and to improve the quality life of local residents” 

Strategic Asset Management Objectives 

We wish to ensure that the housing stock and related assets that we manage: 

1. Are appropriately maintained in accordance with an agreed Colchester Standard on an 

agreed programme cycle 

2. Meet all regulatory standards and Landlord Obligations 

3. Are located in well managed and attractive environments that feel secure and welcoming 

4. Are healthy and safe places to live (free from Category 1 Housing Health and Safety 

Rating System hazards) 

5. Are viable and deliver a positive yield over the business planning period (ideally with an 

improving Net Present Value [NPV] and high levels of demand) 

6. Meet the needs and aspirations of both current and future residents, contributing to high 

levels of resident satisfaction (with both the property and the neighbourhood) 

7. Can be heated efficiently and cost effectively (whist reducing the overall environmental 

impact) 

8. Are not maintained simply because they are part of the portfolio, but are actively 

challenged against a range of assessments that consider their viability and contribution 

9. Contribute positively to the local community. 

In order to deliver its Asset Management strategy, CBC must ensure that the requirements of 

the stock are affordable in the context of its HRA Business Plan, and that the Business Plan 

is ‘joined up’ with competing pressures for Housing Revenue Account (HRA) finance and the 

outcomes of its recent Housing Futures Programme. 

The Housing Future programme has been a joint CBC and CBH Officers’ project to consider 

ways to close the gap within the Business Plan through increased income or reduced 

expenditure.  
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In March 2017, CBC’s Cabinet and CBH’s Board agreed the priorities for the HRA Business 

Plan and based on these priorities and objectives a review of the investment plan was 

undertaken.  

The main impacts of the Housing Futures Programme are reflected in this asset 

management strategy 

 Reduction of £6m over years two to five of capital improvement works 

 Ending of Sheltered Housing Refurbishments (previously £2m per year). 

At present there are no plans for mass stock rationalisation or disposal, or the regeneration 

of estate areas. A few ad hoc disposals of high cost or low demand properties occur as and 

when appropriate. 

Priority reinvestment issues 

Following the impact of the Housing and Planning Act and the 1% rent cut in 2016 leading to 

the revised HRA Business Plan, a set of principles were established to ensure the investment 

required within the stock maintained lettable properties whilst working to a reduced budget. 

The principles are: 

 Move to an investment programme where replacement is undertaken wherever 

possible based upon target age and carry out repairs as necessary to maintain the life 

of existing products until planned replacement is possible 

 Geographic programming where no work is brought forward, based on 10 areas in the 

borough on a five-year cycle (two areas a financial year) 

 All expenditure against the Estates and Boundaries budget prioritised to address 

matters of public safety and security 

 No work is deferred to future years (unlike historically), preventing spikes of 

investment on single elements 

 Assume 50% of work previously declined by tenants will be realised through void 

replacement based on historical evidence – no separate allocation for this 

 Assume 10% of future planned work will be declined by tenants based on historical 

evidence 

 Move from a cyclical full rewiring programme to an electrical remedial programme that 

is based on the electrical installation inspections (EICR) 

 Increased contingency within the business plan to reflect the possible higher cost to 

repairs and inflexibility within the capital programme. 

 Continuous review and value engineering where possible of our capital investment 

specifications. 
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Principles for Delivery 

To deliver our asset management objectives, we will: 

1. Develop programmes of work from the asset data, based upon agreed area and delivery 

method objectives (over a programme period of not less than 5 years) 

2. Use a Viability Model to assess the performance of the existing assets (demand, NPV 

etc) prior to inclusion of ‘core stock’ in the delivery (works) programme 

3. Undertake options appraisals (following an agreed process) of stock that fails to meet the 

requirements of ‘core stock’ or where appraisal is otherwise desirable 

4. Consider the impact of all proposals on tenants and leaseholders 

5. Listen to the views and aspirations of all stakeholders 

6. Consider opportunities for ‘joined-up’ wider area regeneration and for the development of 

new accommodation that meets the housing needs of the wider community 

7. Work closely in Partnership with, to inform and be informed by Colchester Housing 

Company Amphora Homes 

8. Assess the condition, performance and opportunities associated with related assets 

(including garages for example) 

9. Undertake as much work as possible in a pre-planned way, thus reducing reactive works 

to a minimum 

10. Procure works and services for delivery that provide best value for money and good 

standards of quality  

11. Improve the quality and currency of the asset data held, through undertaking regular 

stock condition surveys 

12. Maintain an Asset Management Group (with all key stakeholder groups represented), this 

group will review and monitor proposals, objectives and delivery 

13. Work with residents through tenancy audits to ensure that homes are being looked after 

14. Support a professional asset management team, responsible for all ‘planning’ as opposed 

to ‘delivery’ functions 

15. Actively manage, maintain and use our asset data within our Asset Management 

Database 

16. Obtain updates on condition records through a range of sources, including data on works 

completed 

17. Actively obtain and then manage data relating to health and safety compliance, acting 

promptly to tackle any issues or matters for concern. 

Performance Measures 

We regularly monitor our asset management performance, including the following 
performance measures: 
 

1. Proportion of stock meeting the Decent Homes standard 

2. Progress of the Capital Programme 

3. Average SAP rating 

4. Estimated CO2 emissions 

5. Demand for homes 

6. Yield or Net Present Value (NPV) per property/block (ideally with an increasing NPV 
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over time) 

7. Customer satisfaction with: 

a. the home 

b. the neighbourhood 

c. works 

8. Health and Safety compliance 

9. Local economic investment  

10. Added social value. 

Audit and Risk 

CBC and CBH have a clear programme of audit reviews, both internal and external. As well 

as focusing on financial aspects, specialised audits are undertaken in areas that have been 

identified as having potential weaknesses. This represents a proactive approach of 

prevention rather than cure which mitigates the need for intervention management. 

Key issues that are carefully monitored include: 

1. Performance against agreed key performance indicators 

2. Effectiveness in dealing with performance shortfalls 

3. Resident satisfaction 

4. Rent arrears 

5. Progress towards meeting and maintaining the Colchester Standard 

6. Maintenance of effective standards of governance and accreditations (such as BSI 

9001, 14001 and 18001) 

7. Complaints handling. 
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3. Introduction and Vision 

Purpose 

In the context of social housing, we cannot charge open market rents. We must therefore 
operate with a Housing Revenue Account (HRA) Business Plan that delivers good quality 
housing and services in a cost-effective way. Care is needed to ensure that a balance of 
these factors is maintained to ensure sustainability. The Asset Management Strategy 
fundamentally needs to balance assets and needs: 

 

 

Housing 

Figure 1 Asset Management Strategy Purpose 
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The purpose of this Asset Management Strategy can be summarised as follows: 

 To define our position on strategic and active asset management and how this 

aligns to core business objectives 

 To define needs, future trends and issues influencing these 

 To define the stock, its condition, use and reinvestment required over the next 30 

years, in line with the standards and policies referenced in this strategy 

 To identify the risks and issues relating to the assets and how these may be 

mitigated 

 To define the methodologies and implementation processes for the Asset 

Management Strategy  

 To establish frameworks and templates for monitoring, recording and evaluating 

performance. 

Vision and objectives 

The Asset Management Strategy supports the aim of the CBC Housing Strategy 2015-20, 
which was agreed in consultation with stakeholders, staff and residents: 

“To make Colchester a place where people choose to live in a decent, 
safe home which meets their needs, in locations and neighbourhoods 
that are sustainable and desirable, and to improve the quality life of 
local residents” 

The Housing Strategy and 30-year Colchester HRA Business Plan are supported by 

CBH’s Medium Term Delivery Plan 2018-22. The Housing Strategy sets out CBC’s aims 

and priorities for housing: 

1. Maximise the supply of housing to meet local needs 

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

3. Prevent homelessness and rough sleeping 

4. Improve the ‘life chances’ of Colchester’s residents 

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

6. Make the best use of homes in Colchester 

7. Provide healthy, safe and energy efficient homes 

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

The aim of this Asset Management Strategy is to outline the strategic principles and 

methods to be adopted in the delivery of these aims and objectives. 
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Our aims How we will achieve them 

Provide a high standard 
of social housing 

 Maintain the Colchester Standard 

 Provide energy efficient, comfortable homes that 
residents are proud to live in 

Provide customer 
focused, high quality 
services to residents 

 Ensure all targets and local standards agreed with 
the residents are achieved 

 Ensure effective communication and consultation 
with all stakeholders using straightforward 
language and appropriate translations where 
required 

 Empower and encourage residents to participate 
in and shape the services they receive 

 Use complaints and customer feedback positively, 
to learn, and improve services that maintain a high 
degree of customer satisfaction 

Support and contribute to 
the relevant strategic 
objectives of partner 
organisations 

 Operate with a sustainable Business Plan 

 Work with all partners to provide value for money, 
quality solutions and continuous improvement 
across all services and 

 Make services available and easily accessible to 
all the community, including ‘hard to reach’ groups 

Be an outward looking, 
learning organisation at 
the forefront of innovation 
and development in the 
housing sector 

 Maintain ISO 9001 (Quality Assurance) 
accreditation and 14001 (Environmental) for 
Property Services 

 Maintain ISO 18001 (Occupational Health and 
Safety Management (OHSAS)) for CBH. 

We aspire to maintain the Colchester standard which is based on the now-obsolete 

Government Decent Homes Standard.  

The Colchester Standard is one of a number of issues that need to be considered in a 

holistic view of housing asset management, albeit within the constraints of Colchester’s 

wider priorities and funding base. Within the constraints of the finances available, we 

therefore propose to deliver a plan as a part of an effective and sustainable reinvestment 

programme. 
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Local context 

All of the current housing stock is located within the borough of Colchester, Essex. Most 

housing stock is located within an urban environment, although there are some outlying 

rural properties that have some differing needs. 

The Borough is a popular area having excellent road and rail links, with London within 

easy commuting distance. The demand for homes in the region is high. The demand for 

social housing in Colchester is greater than levels of available social housing. As a 

consequence of limited supply and the lack of affordable housing options, Council 

housing stock is in high demand. 

Colchester is generally relatively prosperous; much of CBC’s strategic ambitions focus on 

reducing inequalities and improving the life chances of Colchester’s residents.  

Colchester is ranked 185 in the Government’s Indices of Deprivation 2015 (326 being the 

least deprived), meaning that compared to some other English boroughs, there are 

moderate levels of deprivation in Colchester. There are a number of small areas in the 

borough in the 10% most deprived in the country, and these are concentrated in areas 

where there is a high density of social housing. 

Housing need in Colchester 

The prevention of homelessness, supporting homeless people and meeting wider 

housing and support needs is a priority for Colchester. We work with a wide range of 

partners from statutory, voluntary and charitable organisations to enhance the delivery of 

our Housing Solutions services. A wide range of temporary accommodation is provided, 

including private lets, by CBC through local housing providers. 

New lets are increasingly required for housing applicants with a support need, and an 

increasing number require adaptation to homes to make them suitable. 

Colchester has an increasing ageing population, and provision has been made within 

CBC’s housing stock for sheltered housing and an extra care housing scheme. Support 

is provided and charged through a local service charge to tenants. 

Right to Buy sales continue to reduce the housing stock with around 40 sales annually. 

Colchester’s Housing and Homelessness strategies evidence that the highest demand is 

for two-bedroom accommodation. Three bedroom and larger homes are increasingly in 

demand due to more limited supply, and benefit restrictions in the private sector 

impacting significantly on larger households. 

Colchester operates a choice-based lettings system as part of the Greater Haven 

Gateway sub-region. A full description of the demographic evidence, and information on 

housing need and demand can be found in the evidence base for CBC’s Housing and 

Homelessness Strategies.  
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These strategies can be found by following the links below:  

http://www.colchester.gov.uk/housingstrategy 

http://www.colchester.gov.uk/homelessnessstrategy 

In summary, the evidence base found: 

 A pattern of declining average household size combined with a growing 

population, which means there will be a requirement for additional housing 

 The significant growth in the over 65 population has implications for the type of 

new homes and the services needed to support independent living, whether that 

be in their existing homes or in a new one 

 Owner-occupation declined between 2001 and 2011. Data on affordability and 

house prices gives us some indication as to why this is, but the picture is more 

complex 

 The Private Rented Sector has grown significantly. However, our evidence shows 

that private rents are not affordable for the majority of households and significant 

numbers of working households rely on housing benefit to help with their housing 

costs. Caps on the amount of housing benefit which is allowed have had little 

impact in bringing rents down. 

 The demand for affordable rented housing still continues to outstrip supply. The 

revived Right to Buy continues to contribute to the decline in available local 

authority homes 

 Housing can make a significant contribution to health and wellbeing. 

Housing need within Colchester borough is dominated by a requirement for ‘general 

needs’ social rented accommodation. Most need equates to family-sized 

accommodation, and there is also a need for single person accommodation. For older 

people, single person accommodation should be self-contained. There is also a 

requirement for flexible accommodation that can easily be adapted to meet changing 

needs, such as household growth or ageing in place, in accordance with the principles of 

‘lifetime homes’. 

Whilst there may be a demand for self-contained single person accommodation for 

working age adults, those under 35 years of age are only (with some exclusions) entitled 

to shared accommodation due to restrictions on welfare-benefits. 
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Meeting housing need 

The response to housing needs considers factors such as: 

 Statutory duties 

 External political and social environment 

 Supply and demand 

 Needs studies and local strategies 

 Trend analysis. 

Evidence such the Strategic Housing Market Assessment, objectively assessed housing 

need study, information from Colchester’s Housing Register and homelessness 

applications are used to ensure that new development addresses identified need in 

appropriate locations at a price that is affordable. This evidence also helps drive strategic 

investment decisions in Colchester’s own housing stock. 

With continued evidence of demand outstripping supply, there is a clear need to develop 

more affordable housing as well as the need to maintain existing housing assets in good 

condition, if we are to contribute to meeting that need. 

If we are to meet the need and demand for additional homes and meet the needs of the 

economy, our emerging Local Plan will need to allocate enough land for the right number 

and type of homes in the right place. 

We work closely with other local authorities and housing associations to help deliver 

housing that is targeted at meeting the diverse housing needs of a wide range of people. 

Colchester is a member of the Gateway to Homechoice choice based lettings 

partnership. The partnership, through its Housing Register and Allocations Policy, aims 

to enable the partner authorities to prioritise households who are in the greatest housing 

need and to maximise their opportunities for rehousing. It also aims to assist in 

minimising homelessness and reducing the use of temporary accommodation; build 

community cohesion, enabling tenants to have choice in where they live and encouraging 

people to contribute positively to their community; and ensure that the choice based 

lettings scheme enables the best use of stock. 

However, these aspirations can only be met if the right stock exists in the right locations 

with the features and standards which meet identified need. 
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4. About our Homes 

The housing stock 

The following tables and charts provide details of the housing stock, as at November 
2017. 

The stock numbers include general needs properties, leaseholder properties and 

properties owned by the HRA being leased out to housing associations. 

 

Figure 2 Stock number by ward 
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The profile of stock by accommodation type is: 

 

Figure 3 Accommodation Type 

The age profile of the stock is shown on this graph: 

 

Figure 4 Age profile of stock 
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There are no high-rise units within the stock; however there are some non-traditionally 
constructed units: 

 

Figure 5 Non-traditional Construction types 

Several of the non-traditional units are ‘designated defective’ in terms of the Housing 

Defects Act 1985. These properties would require upgrading to a recognised standard 

such as a PRC Homes Ltd Licensed scheme, in order to make them fully mortgage able. 

CBC substantially overhauled these non-traditionally constructed units during the 1980s 

and 1990s. Noting that non-traditionally constructed units can suffer from inherent 

structural defects, CBH will continue to monitor the structural condition of these 

dwellings. Typically these inspections occur at void stage; all tests to date have identified 

that the structures of these units remain in satisfactory condition. 
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Sheltered housing 

Colchester manages 18 sheltered housing schemes and 1 extra care sheltered housing 

schemes. These provide a total of 600 homes. 

The national and local environment has changed considerably since the financial impact 

of the1% annual rent reduction and withdrawal of Housing Related Support funding. 

These changes have, or will have, a severe and substantial impact on CBC’s plans for 

the future. During 2017 a focused review of our sheltered housing schemes took place. 

As result of the original sheltered housing review undertaken in 2011, CBC and CBH 

delivered two high-standard, ‘fit for the future’ sheltered housing schemes which were 

popular with older people. The disposal of two sheltered housing schemes enabled the 

CBC to reinvest the capital receipt generated by the sales into the redevelopment of 

Worsnop House and Enoch House. The financial investment made by CBC delivered on 

its promise to reduce voids and increase demand. These refurbished schemes have 

been successful in encouraging tenants who were under-occupying their homes to move 

to housing which better meets their needs, whilst freeing up much needed family-sized 

homes. 

Every single sheltered housing scheme has received minor improvements in the last five 

years to ensure that they remain attractive to prospective and existing tenants as well as 

offering the standard of accommodation to meet older people’s needs. Our tenant 

surveys tell us that our sheltered housing tenants experience high levels of satisfaction 

with services overall. Tenants also consider that the accommodation and services 

provide good value for money and are extremely satisfied with the services they receive 

from staff and the facilities at the schemes. However, it is clear from the bids made on 

empty sheltered homes that sheltered housing with shared facilities is still not popular 

with applicants; the number of bids on vacancies is lower on these homes. 

As part of this review, we have amended the Colchester Sheltered Housing Standard to 
make sure it remains the standard we aspire to for our sheltered housing schemes. 
 

Definition Criteria 

Essential  Self-contained units/homes with separate bedroom(s) 

Essential Disability Discrimination Act (DDA) Compliant  

Essential Self-contained kitchen in each home 

Essential Separate accessible bathroom/shower room in each home 

Essential Facility to provide storing and charging of mobility scooters 

Essential Lifts to all floors 

Essential Separate stairwell  

Essential Door entry system 

Essential Community alarm  

Essential  Fire Boxes  
  

Optional  Guest Room  

  

Aspirational  Communal space for social activities 
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Aspirational  Communal laundry  

Aspirational  Heating to be measured by unit (dwelling/flat) 

Aspirational  Close to local facilities and/or public transport 

Aspirational  Individual SAP ratings  

Figure 6 Colchester Sheltered Standard 

Colchester currently has four sheltered housing schemes which do not meet the 
essential criteria of the aspired Colchester Sheltered Housing Standard, but it has been 
agreed that we retain all four schemes and review in five years’ time. Each scheme 
would continue to be maintained in line with the Asset Management Strategy. It is hoped 
that in five years’ time the financial position of CBC may be different, following the 
implementation of CBC’s Housing Futures project which seeks to reduce expenditure on 
council stock and services as a result of the impact of the 1% rent reduction. 

Leasehold 

We currently manage 1,051 leasehold properties spread across the borough. This 
number is continually increasing via the Right to Buy scheme. Having leases on flats 
allows us to do the following: 
 

 Comply with the law and, in particular, with leasehold covenant and lease 
obligations in delivering professional services 

 Communicate effectively with leaseholders on matters that affect their properties 
and the communal services provided, including the provision of information and 
advice within agreed timescales so as to build and maintain trust 

 Consult and work with individual leaseholders and leaseholder groups to consider 
management and maintenance issues, policies and practices and to monitor, 
review and improve the services provided 

 Ensure that leaseholders comply with the terms and conditions of their individual 
leases including the recovery of service and other charges 

 Deliver value for money services and improvements. 

Under the terms of a lease there are legal obligations placed on CBC as freeholder and 

the leaseholder via the terms of the lease. These are covered in the broad areas below: 

 Day-to-day repairs - Arrangements will be in place to deliver a cost-effective and 

quality repairs service to maintain the landlord's repairing obligations. 

Leaseholders can report relevant communal repairs through the Customer Service 

Centre and CBC’s out of hour’s helpline 365 days a year. The costs of communal 

repairs are recovered on a pro rata basis according to the number of flats in a 

block 

 Improvements - we consult on planned/cyclical maintenance and improvement 

programmes and ensure that these programmes are in place to effectively 

manage the fabric of the buildings and communal areas 

 Gas servicing - all leaseholders with a gas supply must supply an annual gas 

safety certificate from a ‘gas safe’ approved contractor in accordance with the 
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terms of their lease. Leaseholders who choose to sublet their properties must 

submit a copy of their Landlord’s gas safety certificate (formerly known as a CP12) 

 Consultation - We will actively promote involvement opportunities to allow 

leaseholders access to training programmes and other involvement activities on 

the same basis as tenants. 

Related assets 

In addition to dwellings, CBH is also responsible for the management of a number of 

assets related to dwellings, for example garage blocks and forecourts, unadopted roads, 

street lighting, paths and car parks; at 20 November 2017 there were 2,250 garages. 

In 2017 the Asset Management Group (AMG) commissioned a survey of all garage sites 

and a review of rent strategy, leading to identification of priorities for re-development, 

refurbishment or to replace. The refurbishment, demolition and replacement of garages is 

considered annually through the AMG based on cost and demand. 

Related assets, including undeveloped spaces, will continue to be assessed with respect 

to their sustainability, utility and contribution to their environment. In some instances 

redevelopment or change of use will be considered to provide an appropriately balanced 

environment, which enhances estate appearance and provides appropriate facilities. 

Where not essential to the operational delivery of housing or to the provision of future 

development opportunities, related assets such as roads, paths and car parks will 

continue to be assessed and, where possible, transferred to Essex County Council. 

Colchester’s housing management and property services staff pro-actively undertake 

‘Make a Difference days’ jointly with residents and other stakeholders, to assess and 

address condition and community welfare issues on our estates. 

This Asset Management Strategy does not consider any corporate or commercial stock, 

such as offices and depots. 

Leased out properties 

CBC leases out a number of housing assets and areas of land through long term leases 

to other organisations and registered providers. Most of the leases are for peppercorn 

rental charges but provide CBC and CBH with nomination rights to the homes and 

services that the organisations provide. Currently 25 dwelling assets and 10 plots of land 

are under lease. 

Where the repairing responsibility lies varies from lease to lease, but significant work has 

been undertaken in recent years to establish current condition and forecasted investment 

where the repairing responsibility is with CBC.  
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5. Strategic Asset Management 

HRA Business Plan 

The HRA Business Plan and CBH Medium Term Delivery Plan define the resources 

available for the management and maintenance of the housing stock. There are defined 

categories to which reinvestment can be directed and also the manner in which the 

planning and delivery will be regulated and monitored. 

There are a number of constraints imposed on the HRA Business Plan, including: 

 Funding availability 

 Borrowing limits (cap) 

 Sustainability 

 Rent levels (revenue) 

 Government policy 

 Legislation 

 Regulator’s standards 

 Governance implications 

 Marketplace costs (eg salary levels and works costs) 

 Grant availability/eligibility 

 Efficiency targets. 

Review of HRA Business Plan 2017 

The government introduced a number changes during 2015 and 2016, notably the 1% 

rent reduction each year to 2020/21 and other measures included in the Housing and 

Planning Act. These changes undermined the viability of the original HRA Business Plan. 

The rent reduction resulted in removing £143million of assumed rental income over the 

life of the 30-year business plan, significantly impacting our capacity to deliver on the 

plan’s objectives. 
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Ongoing forecasted Income within the current business plan model 

  The is the anticipated income following the rent reduction 

 

 

 

 

 

 
During 2017, CBC and CBH undertook a revision of the HRA Business Plan and Medium 
Term Delivery Plan, concentrating on the next four years because there are too many 
unknowns after 2022 such as future rent policy, government policy, potential changes to 
the borrowing cap ruling and the impact of Universal Credit and leaving the European 
Union. 

The main impacts of the revision are reflected in this asset management strategy: 

 Reduction of £6m over years 2-5 of capital improvement works 

 Ending of Sheltered Housing Refurbishments (previously £2m per year). 

HRA Business Plan – ongoing review 

The requirements for repairs and maintenance are assessed with reference to the 

forecasts of the Asset Management Database, which is informed by the stock condition 

survey. Funding streams are aligned to a works programme (based upon agreed 

priorities) and monitored by the Asset Management and Capital Monitoring Groups. 

We recognise the importance of updating the source data and in the associated schedule 

of rates and lifecycles, in conjunction with the Colchester Standard and works costs, as 

these directly inform the Business Plan and Medium Term Delivery Plan. By regularly 

reviewing component costs and updating the Asset Management Database, CBC aims to 

ensure that its budgets and Business Plan are aligned with the requirements of the stock. 

We are mindful that increases in technological requirements and the continual 

requirement for increasing service standards demands a proactive and strategic 

approach to asset management and regular re-consideration of the Medium Term 

Delivery Plan allowances, so that residents’ priorities can be met.  

The gap between the 

two lines equates to 

£143million over the 

30 years. 
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Stock viability modelling and options appraisal 

We frequently assess viability and reinvestment priorities through a Stock Viability 

Model that takes account of a range of factors including demand and projected costs. 

This appraisal process results in individual properties being allocated a red, amber or 

green reinvestment status (RAG). 

Detailed options studies take account of a wide range of additional factors including 

energy performance, market value, locations and the net present value (NPV) of assets. 

The assessment of cost is made with direct reference to the Asset Management 

Database and associated reports. 

Demand has been assessed with reference to housing management perception informed 

by void turnover rates and associated performance indicators. 

The portfolio is divided into one of three categories: 

1. Red – Those properties deemed to be of high risk (i.e. requiring higher than 

average levels of re- investment (or cost) in order to maintain them in a good 

lettable condition) and/or that are in low demand (i.e. are difficult to let or which 

have an unjustifiably high void turnover rate) 

2. Amber – Those properties that offer peripheral performance and that require 

further investigation to be reclassified as either red or green 

3. Green – Those properties that are in high demand and that require average or 

below average levels of reinvestment. This category may otherwise be described 

as ‘core stock’. 

Property in Red or Amber status is to be the subject of further investigation, or review 

through an options appraisal, under the supervision of the Asset Management Group, 

until they are either re-classified or until such time as an alternative strategy is agreed 

(disposal or re-development for example). 

A green status indicates that the stock classified as such is viable with a long term future, 

being of low cost and high demand. The majority of stock falls within this classification 

and can be included within re- investment plans without concern. 

Reinvestment is influenced by these categories as follows: 

1. Red (on hold/under review) – No major expenditure permitted. To be maintained 

on an ‘essential only’ limited responsive basis, plus essential cyclical (eg statutory 

gas servicing) 

2. Amber (under review) – No major expenditure permitted unless an options 

appraisal has been undertaken to assess the impact of any reinvestment on 

future works requirements and the likely impact on demand. Otherwise to be 

maintained on a responsive and cyclical regime only 

3. Green (go ahead) – All expenditure permitted, subject to agreement of the 

Asset Management Group. 
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At present there are no plans for mass stock rationalisation or disposal, or the 

regeneration of estate areas. A few ad hoc disposals of high cost or low demand 

properties occur as and when appropriate. 

Procurement and value for money 

We have long understood the importance of effective procurement and the requirement 

for good working relationships with partner providers, whilst delivering high standards 

and good value for money. Longer-term partnering relationships with contractors who 

view us as an important local customer will continue to be developed and actively 

managed. 

We will encourage improvement and efficiencies in terms of savings, social value and 

striving for continued value for money whilst delivering against CBC’s aspirations to 

stimulate the local economy. This is considered particularly important given the 

introduction of the Public Procurement Regulations introduced in April 2015 and the 2012 

Social Value Act. 

We will aim to undertake a greater proportion of work in a pre-planned way, aiming to 

benefit from the potential for lower costs and improved consultation and communication. 

The Head of Asset Management is tasked with developing, reviewing and challenging 

comprehensive reinvestment plans to ensure that those properties needing works 

receive them in a timely fashion. These plans are dynamic and allow for quick reaction to 

change as and when necessary; they are also constructed in the context of the 

availability of resources and agreed reinvestment priorities. 

We have adopted a Procurement Strategy, which may be found at Appendix 1. CBH 

Standing Financial Instructions and Contract Procedure Rules are subservient to and 

compliant with the CBC Procurement Strategy. 

Following an assessment of the procurement options available, we elected to procure a 

range of contracts based upon individual elements. Experience and the geography of the 

stock has identified this approach delivers best value for money, and contract 

performance is reviewed and monitored regularly. 

We are obliged (as a consequence of the Public Contracts Regulations) to seek 

interested partners by advertising in the Official Journal of the European Union (OJEU), 

the procurement publication for major services and projects above designated 

thresholds. 

We are in the process of exploring opportunities of a Dynamic Procurement System 

(DPS) to assist in improving value for money through regular review. 
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Colchester standards 

The Asset Management Strategy is underpinned by a number of standards and policies. 

The standards are detailed below 

Estate Standard 

Grounds Maintenance 
Maintenance of: 

 Grass cutting 

 Shrub Beds 

 Hedgerows 

 Play facilities. 

Management and inspection of trees  

Community Caretaker 
Service  

 Inspection of communal areas 

 Assisting in the removal of fly tipping 

 Reporting of graffiti 

 Supporting estate clean and skip days. 

Car Parking  
Maintain the existing car parking on housing land. It is not the 
intention to create additional car parking on housing land. To 
retain public open spaces in line with CBC’s Local Plan.  

Estate boundary walls 
and retaining walls  

Our aspiration where possible is to remove brick-built walls 
and replace with Birds Mouth fencing in line with the 
Council’s Boundary Definition policy.  

Footpaths and 
Unadopted Roads  

The majority of paths and roads on the estates are 
maintained by Essex County Council highways and are 
known as ‘Adopted’. However there are a small percentage of 
roads on housing land that are owned by the CBC and 
maintained by CBH. These are inspected and repaired where 
the public’s safety is compromised.  

Lighting 
Sufficient lighting should be available to ensure footpaths are 
safe to use. Where lamp standards (owned and maintained 
by Essex County Council) are not provided we will aim to 
provide an alternative. 

63



27 
 

Repairs Standard – refer to repairs guide and repair and compliance policies 

Emergency Repairs  
within 24 hours  
risk to someone’s life 
or serious damage to 
your home  

 Total loss of water supply, heating and hot water 

 Water Main 

 Flooding 

 Severe storm damage 

 Major faults with electrical supply and unsafe 
electrical fittings 

 Breaches of security to outside doors and windows 

 Gas leaks 

 Blocked flue 

 Blocked main drains, soil pipe or only toilet 

 Offensive or racist graffiti 

 Defective communal stair treads 

 Failure of lift or alarm call system  
 

Urgent Repairs  
normally within three 
days  
need to be carried 
out fairly quickly to 
stop a problem 
getting worse or 
affecting other people 

 Minor plumbing leak or defect 

 Blocked drains sink basin bath or toilet 

 Minor electrical fault 

 Partial loss of heating 

 A roof leak 

 Failure of entry phone 

 Non-offensive graffiti 

 Damage to stair treads, hand rails or bannisters  

Routine Repairs  
by appointment within 
21 days  
not considered to be 
a danger to people’s 
health or to the 
detriment of the 
property 

 Repairs to doors, floors and windows 

 General joinery repairs 

 Plastering works 

 Minor heating and plumbing repairs 

 Repair to and unblocking gutters 

 Repairs to tiling 

 Repairs to kitchen fittings 
Defective flooring 

Planned Repair and 
servicing 

 Heating appliance servicing 

 Smoke detector servicing 

 Fixed wire inspections 
 Non-urgent fencing 

Rechargeable 
Repairs  
Where CBH have 
had to complete 
repairs that are either 
the tenant’s 
responsibility or 
caused through 
neglect and/or wilful 
damage by the 
tenants and/or their 
guests. 

 Lost keys 

 Broken windows 

 Damaged internal doors 
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Housing Investment Programme Communal Standards (two/ three-storey blocks) 

Block Exterior  The outside of blocks should be clean and visually pleasing. 
Where appropriate PVCu soffits, fascias and guttering will be 
installed. On blocks of five flats or more, digital TV will be 
available and residents will be encouraged to remove TV 
dishes from the block exterior. Cladding (usually on the 
exterior of stairwells or under windows) will have fire breaks 
and made of non-combustible materials, preferably cement-
based boards.  

Windows Windows on all flats will be matching in line with planning 
policy with the preferred material being double glazed PVCu. 
Where restrictions apply then aluminium is preferred to timber 
due to the lower maintenance liability. 

Front and Rear 
entrance 

Front and rear doors will be hardwearing and secure with key 
or keypad access for residents. Where appropriate steel doors 
will be installed with drop key fireman’s access.  

Insulation Cavity wall and loft insulation will be at the required thermal 
standards for all blocks. Solid walled blocks will have an 
insulated render. 

Interior 
communal areas 

Concrete-based floors and stairwells will be cleanable. Walls 
will be painted in a fire-retardant paint and not layered. 
Wooden store doors will be glossed and lockable. 

Lighting Every stairwell will have adequate lighting with timer switches. 
Emergency lighting will be provided where necessary in line 
with fire safety regulations. 

Flat doors Council and leaseholder flat doors will be 30-minute fire doors. 
Cat flaps are not permitted and letterboxes must comply with 
fire regulations. 
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Housing Investment Programme Dwelling Standards 

Property Properties will be maintained to a lettable standard and will 
comply with regulations relating to gas safety, electrical safety, 
energy efficiency and the control and management of asbestos 
and legionella. 

Kitchens A modern kitchen will be provided with a life expectancy of 20 
years. Layout will meet the Decent Homes standard and will be 
designed with the tenant in residence at the time of installation. 
A space will be left for the tenant’s own cooker (except certain 
sheltered flats where an oven and hob is provided) and space 
will be left for a fridge and washing machine. An extractor fan 
will be provided. Flooring and tiling between the worktop and 
wall units will be renewed. The ceiling and walls will be re-
skimmed if required and decorated. The kitchen circuit will be 
re-wired if required and the appropriate number of sockets 
provided for the worktop space and tenants’ requirements. 

Bathrooms A modern bathroom will be provided with a life expectancy of 30 
years. At the time of installation a bath, toilet, sink and flooring 
will be provided. Tiling will be provided around the bath and sink 
(three rows high) and where a tenant has their own shower 
installed, tiling will be increased to the appropriate height and 
length to avoid walls getting wet. Ceilings and walls will be re-
skimmed if required and decorated in an eggshell paint. 
Showers and mixer taps will not be provided but tenants’ own 
fittings can be installed if requested. 

Heating Where gas is available, central heating with either a 
combination or condensing gas boiler will be provided with a life 
expectancy of 15 years. Boilers will be positioned to minimise 
pipe runs and all existing heating sources (such as back boilers) 
will be removed. Radiators will be provided to adequately heat 
the property and an easy to use thermostat provided, with each 
radiator having thermostatic radiator valve controls. The heating 
distribution system will have a life expectancy of 40 years. 
Where gas is not available an Air Source Heat Pump (ASHP) 
will be installed on a wet system (as detailed above). Solid fuel, 
oil and electric storage heating will be phased out due to their 
poor efficiency and difficultly in maintaining. 

Electrical 
circuits 

Electrical circuits will be tested every 10 years and prior to any 
new tenancy starting. Testing certificates will be analysed and 
compared to previous tests to identify if a circuit needs rewiring. 
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Visual inspections on sockets and light fittings will take place on 
any planned inspection and replaced as necessary. 

Plastering A suitable wall finish will be provided to allow tenants to 
decorate. During planned improvements the condition of the 
wall in that specified area will be considered and plastered / re-
skimmed if necessary. 

Windows and 
Doors 

Windows and doors have a life expectancy of 40 years. 
Replacements will be provided in PVCu where planning allows, 
retaining the same profile of windows as previously unless 
improvements can be made in terms of fire safety, use and 
visual appearance. Where PVCu is not acceptable, aluminium 
will be used to reduce maintenance. Windows in blocks will be 
replaced at the same time. Front and rear doors to properties 
will be replaced in composite PVCu with a spy hole, letterbox 
and security by design.  

 

Garage Standards  

Investment is being made within our rentable garage areas. We are aspiring to provide a 

secure and watertight garage in these sites.  

New/upgraded 
garages 

2 keys Provided to tenants 

Clear of rubbish inside 

Secure by design four-point locking garage door (BS13241) 

Roof constructed of lightweight metal panels 

Secondary roof felt to reduce the risk of condensation 

Pre-finished metal gutters, downpipes, fascia’s and cladding 

Garages designed to be low maintenance and paint free. 

Existing 
garages  

Key provided to new tenants 

Clear of rubbish inside 

Basic locking door 

Tenants should report any repairs to the repairs department.   
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Related policies 

Both CBC and CBH have strategic and operational policies which are published on their 

websites that interrelate with the strategy: 

CBC: 

 Adaptations Policy 

 Boundary Definition Policy 

 Electrical Installations Testing Policy 

 Low Energy-Rated Property Policy 

 Motor Scooter Policy 

 Tenant Alteration Policy. 

CBH www.cbhomes.org.uk/policies 

 Anti-Social Behaviour Policy 

 Complaints Policy 

 Estate Management Strategy 

 Pets Policy 

 Repairs Guide 

 Repairs Policy 

 Rechargeable Repairs policy. 
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6. Delivering the strategy 

Assessing investment requirements 

The Asset Management Group is responsible for assessing all reinvestment needs and 

priorities and for proposing how to deliver a logical programme of works that meet stock 

condition requirements. It is noted that at present the reinvestment needs exceed the 

available resources and thus must be balanced carefully alongside the delivery of the 

locally agreed Colchester Standard. 

We undertake a rolling stock survey to assess the condition of the housing stock. The 

results of these surveys have been combined with desktop budgetary information (such 

as responsive repairs) to formulate the cost reporting tables illustrated at Appendix 2. 

These reflect an ideal reinvestment profile and are shown excluding fees, management 

costs and VAT etc. 

The Asset Management Database is used to provide high level information, such as 30-

year business plan forecasts, as well as detailed work programmes and proposed 

contract works. No planned programmes are committed until the requirement for works 

has been validated on site, the property attaining ‘green’ reinvestment status and the 

approval of the Asset Management Group obtained. In some circumstances the on-site 

validation checking process results in work being deferred to follow the ‘just in time’ 

ethos, or to respond to the defined priorities in the absence of sufficient resources. 

30 year investment requirements 

Continued reinvestment is required to maintain the stock in good condition. The 

reinvestment requirements have been identified by the stock condition survey, as 

represented within the Asset Management Database (SAM). Revenue (income), as well 

as expenditure expectations are illustrated within the HRA Business Plan. 

The tables shown at Appendix 10 indicate a total 30-year reinvestment requirement of 

£392.7 million, of which £42.6 million is required within the first five years of the plan. 

Stock condition and data management 

CBC has gathered stock condition data on 100% of the stock since November 2008. 

The Asset Management Database (SAM) is regularly validated and updated with historic 

works records and attribute records. This provides a comprehensive single data source 

for condition information, works programmes, renewals and cyclical maintenance history. 

The format for gathering and maintaining survey data has been reviewed along with the 

functionality of the Asset Management Database to enable us to have the best access to 

modern and well maintained data, upon which planning decisions are made. 
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Stock condition survey data will be maintained and improved via an ongoing programme 

of survey inspections, on a rolling basis, by trained staff supported by external resources 

and feedback from contract works (such as the external cyclical overview contract and 

void inspections). Data is also obtained from cyclical gas and electrical testing contracts. 

External validation of the stock condition will also be undertaken as required. 

The results of the stock condition survey indicate the need for continued future 

reinvestment to maintain the stock in good condition and meet the Colchester Standard. 

Stock survey and data management procedures have been recorded as part of a quality 

management system. These included procedural guides and will form the basis for the 

future training and development of staff. 

Repairs and maintenance 

The housing stock is located in an area of high demand for construction-related services 

with relatively high resulting costs; although recent procurement activity using 

progressive term contracts has provided very good value for money solutions. 

Responsive repairs and works to voids are typically undertaken by CBH’s own direct 

labour organisation (DLO). 

We recognise that care must be taken to ensure that the actual costs incurred in 

commissioning work to the proposed Colchester Standard are reflected in the Asset 

Management Database and the HRA Business Plan projections. The rates paid for 

completed works are regularly reviewed and benchmarked by the Head of Asset 

Management. Where action is needed this is referred to the Asset Management Group. 

Decent Homes 

Decent Homes was a government-led initiative introduced in 2000, and this standard 

was met for the entirety of CBC’s stock in December 2011. Although the government 

no longer monitors the standard and we no longer have to submit data returns, it 

remains an internal performance indicator that we monitor here. The Decent Homes 

standard is still used in the social housing sector and here at Colchester to inform our 

investment programme.  

Priority reinvestment issues 

Following the impact of the Housing and Planning Act and the 1% rent cut in 2016 

leading to the revised HRA Business Plan, a set of principles were established to ensure 

the investment required within the stock maintained lettable properties whilst working to a 

reduced budget. 

The principles are: 
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 Move to an investment programme where replacement is undertaken wherever 

possible based upon target age and carry out repairs as necessary to maintain the 

life of existing products until planned replacement is possible. 

 Geographic programming where no work is brought forward, based on 10 areas in 

the borough on a five-year cycle (two areas a financial year) 

 All expenditure against the Estates and Boundaries budget prioritised to address 

matters of public safety and security 

 No work is deferred to future years (unlike historically), preventing spikes of 

investment on single elements 

 Assume 50% of work previously declined by tenants will be realised through void 

replacement based on historical evidence – no separate allocation for this 

 Assume 10% of future planned work will be declined by tenants based on 

historical evidence 

 Move from a cyclical full rewiring programme to an electrical remedial programme 

that is based on the electrical installation inspections (EICR) 

 Increased contingency within the business plan to reflect the possible higher cost 

to repairs and inflexibility within the capital programme. 

 Continuous review and value engineering where possible of our capital investment 

specifications. 

The need to undertake work arises either through pre-planning, or in reaction to 

immediate requirements. Whilst budgets for ‘reactive’ works (not planned) can be set in 

advance, the precise scope and nature of the works required cannot be defined in terms 

of scope, location or quantity. Our responsive and void works budgets fall under the 

‘reactive’ category, whereas all other work is planned. 

Our long-term aspiration is to undertake more works using a planned approach with an 

aim to achieve not less than 80% planned versus 20% reactive, unless the stock is new 

(less than 10 years old), in which case lower levels of planned work are anticipated. 

Following the rent reduction and necessary revision to the business plan and investment 

programme, however, this is unlikely to be achieved in the short term future; it is more 

realistic to predict 60% planned and 40% reactive. 

Responsive Repairs 

Responsive repairs are issues that arise on a day to day basis, typically being small 

scale and of a low cost. They include work such as fixing a plumbing leak, or re-fixing a 

loose roof tile. All emergency works are covered under this category. 

In some circumstances, larger repairs are instructed through this budget, although we 

recognise the need to avoid ‘double counting’ with the projections made under other 

budgets. We will minimise the amount of works undertaken through responsive repairs, 

in favour of adding such works to large scale planned contracts.  This means that no 

major works or component renewals should be financed by this budget, unless they 

represent an unforeseen and significant health and safety issue. 
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Repairs that are not our responsibility or which arise through the unreasonable actions of 

a third party will be recharged in accordance with the Rechargeable Repairs Policy. 

Through better planning we aim to let more works in a pre-planned way, thus moving 

works away from a reactive approach. This will encourage better value for money 

through savings in economies of scale; consistency of product and standards will also be 

improved through adherence to the Colchester Standard and the robust monitoring 

processes that apply to pre-planned contracts. 

To ensure that undue expenditure is avoided and that records are appropriately 

maintained, the responsive and void teams have access to the programmes of work that 

are derived from stock condition data. This enables them to make rational decisions 

about the requirement to undertake repairs and gives the ability to advise a resident (or 

prospective resident) that works will be undertaken within a defined time period. 

Void Works 

Void properties are unoccupied (empty) dwellings and typically arise when there is a 

change of tenancy. Void works include statutory testing of gas and electrical systems, 

as well as the works required to make the property fit for incoming residents. 

The extent of works undertaken is defined within the Void Standard (see Appendix 3). 

We aim to minimise the amount of time that any dwelling is unoccupied in order to meet 

housing need and maximise revenue income. Turnaround (key to key) times should be 

as short as possible.  

Noting that spare bedrooms are now chargeable, we also regularly test occupation 

rates with a view to reducing under-occupation of dwellings through the assisted 

relocation of tenants who no longer need large homes (the “tenants’ incentive to move 

scheme”). 

Low demand units which become void are identified as red or amber via the Stock 

Viability Model and will be subjected to more detailed options appraisal. 

During the void period, essential tests and works will be undertaken to ensure that the 

dwelling is safe and clean and meets the minimum standard for housing set out in the 

Housing Health and Safety Rating System (HHSRS). Any works required to repair 

damage or clear rubbish will be identified separately and recharged to the former 

resident. 

To help support new residents, we offer a discretionary decoration voucher scheme, 

whereby they can obtain materials from local suppliers to improve the internal decoration 

of their homes. 
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Cyclical Maintenance 

Cyclical maintenance comprises the regular servicing of mechanical and electrical plant 

(such as boilers) and painting with any pre-painting repairs. 

Cyclical servicing occurs on regular pre-defined intervals, for example boiler servicing is 

annually. 

Due to the specialist nature of servicing works, we have established a series of 

measured term contracts to provide the required works over a number of years. 

The contracts for the testing and servicing of gas appliances and electrical installations 

provide a valuable source of data to help inform the projected renewal for these 

components. Servicing records are held within the Asset Management Database and/or 

Housing Management System. 

In respect of redecoration works, a programme involving two areas is undertaken: 

 External parts (such as windows, doors and render); and 

 Internal common parts (such as common stair lobbies). 

The exterior of each dwelling will be assessed on a five-year cycle as part of a term 

contract. All minor items of unactioned repair that could lead to a health and safety issue, 

or that reflect an impending responsive order, such as broken roof tiles renewed, 

damaged or uneven paving repaired are dealt with. This five-year overview contract 

helps to ensure that the stock remains wind and weather-tight and in good overall 

condition and also aligns with our lease obligations as a landlord. This pre-emptive 

planned maintenance helps to reduce the number of responsive repairs requested, 

mitigate any potential health and safety problems, reduce redecoration costs when 

renewals are imminent and maximise the lifecycles of external components. 

To facilitate an even and regular distribution of work, the stock is divided into 10 areas of 

broadly equivalent stock numbers. Work then rotates in two areas each year over a five-

year period until the cycle is complete. 

 

  Internals Windows & Doors External Works  Survey 

 2016/17 E/Z A/V D/Y B/W 

2017/18 A/V B/W E/Z C/X 

2018/19 B/W C/X A/V D/Y 

2019/20 C/X D/Y B/W E/Z 

2020/21 D/Y E/Z C/X A/V 

2021/22 E/Z A/V D/Y B/W 
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To ensure that geographical areas are not over-loaded with work, other major works 

contracts are typically off-set in other areas. 
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Planned Maintenance 

The majority of our expenditure occurs through large-scale planned works contracts. 

When combined with the cyclical contracts, a comprehensive suite of arrangements will 

cover most of the requirements of the stock. 

This approach encourages good working arrangements with suppliers and contractors 

and also helps to reduce the requirement to regularly produce specifications 

This enables works to start on site sooner and staff to concentrate upon proper planning 

and the key aspects of delivery: 

 Health and Safety 

 Time 

 Risk 

 Quality, including service standards 

 Cost. 

Adaptations 

We recognise our social responsibility to provide adaptations and facilities for disabled 

and vulnerable people and to comply with the requirements of the Disability 

Discrimination Act (DDA). 

These comprise of minor works (such as installing hand-rails) planned works (such as 

level access showers and ramps) and major adaptations (property extensions). An 

annual budget is made to continue the provision of such work, based upon 

recommendation from an Essex County Council Occupational Therapist. 

Minor and straightforward adaptations (typically with a value of less than £500) such as 

the installation of addition handrails are usually undertaken without reference to an 

Occupational Therapist. Planned works, major adaptations and necessary extensions are 

typically undertaken in partnership with an Occupational Therapist who helps to ensure 

that the design meets the needs of the tenant.  
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Health and safety 

We have developed contracts to ensure that all of our landlord’s obligations are fulfilled 

thus helping to ensure the health and safety of tenants, visitors and the general public. 

All properties that have been recently subjected to a stock condition survey have also 

been assessed for compliance with the Housing Health and Safety Rating System 

(HHSRS) and had Energy Performance Certificate produced. 

Stock condition survey data is also informed by the results of specialist testing and 

inspection contracts that cover a range of compliance obligations such as: 

 Asbestos containing materials (see section below) 

 Electrical safety (a 5 and 10 year testing programme) 

 Water safety (legionella and scalding risks) 

 Gas (annual testing and servicing of boilers etc.) 

 Fire Risk Assessments (blocks of flats). 

In addition to a cyclical testing regime safety of these items will be assessed when a 

property is void (re-let). 

Asbestos 

We carry out surveys and sampling in order to update a register in accordance with the 

Asbestos Policy and Management Plan. 

A leaflet in respect of asbestos is sent to new residents at allocation. This contains 

explanatory notes to help them understand the issues that affect their particular home, 

along with a floor plan to help them identify any asbestos-containing materials. 

We maintain an asbestos register based upon sampling surveys of a proportion of the 

stock. Further data will be collected through regular management and refurbishment and 

demolition surveys, for all dwellings over time, and to continually manage and maintain 

the register. The survey programme will be undertaken in advance of works that may be 

affected by asbestos containing materials. 

Asbestos-containing materials are managed in accordance with the Asbestos Policy and 

Management Plan. This follows best practice recommendations (including the Health and 

Safety Executive’s HSG 264). 

All high-risk asbestos-containing materials (ACMs) will be removed where possible. 

Medium-risk asbestos-containing materials are to be removed as a first option and 

protected or remediated if removal is not practicable. Low-risk asbestos-containing 

materials will be managed and left in situ pending renewal of components on programme 

(eg garage roof sheets), or left in situ and managed when removal is not practicable, 

where for example textured ceiling finishes and floor tiles are retained in a property. 
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No work is permitted to commence without prior reference to the asbestos register. 

Where the register is incomplete or inconclusive testing will be undertaken, appropriate 

notification made and the adoption of appropriate precautions by qualified, appropriately 

licensed, contractors. 

Energy Efficiency 

Where reasonable to do so, we aim to improve the stock to the maximum possible 

energy rating through the use of efficient heating, effective insulation and appropriate 

energy saving measure. We issue residents with energy performance certificates (EPC) 

at change of tenancy (void/re-let, mutually exchanged, or sold). 

We aim to increase the energy rating, measured through the Standard Assessment 

Procedure (SAP), of all its stock, data is collected through the EPC process and also 

through regular stock condition surveys and is held in the Asset Management Database. 

Energy efficiency measures that we have employed in Colchester include: 

 The installation of full gas central heating and condensing boilers where gas is 

available 

 The installation of alternative heating sources such as air or ground source heat 

pumps, where gas is not available 

 The installation of double and triple glazing 

 The installation of cavity and solid wall insulation; 

 The installation of photovoltaic and solar thermal panels on suitable properties; 

 The improvement of loft insulation to at least 270mm thickness 

 Proper insulation of hot water cylinders and pipework. 

 Low energy light fittings and sun tubes 

 Gas absorption heat pumps 

 Voltage optimisers. 

We seek grant funding to supplement programmes of work and energy efficiency 

initiatives whenever possible. 

77



41 
 

7. Engaging and consulting our residents and 
stakeholders 

We are aware of the diverse needs of the wider community, local regeneration issues 

and the need to ensure a joined- up approach. The overall objective is to empower and 

enable innovation and the delivery of continuously improving, customer-focused services 

with a long-term viable stock, in an efficient way.  

We want residents to enjoy living in their homes and want to give them plenty of 

opportunities to become involved in decisions that affect the management of their homes 

and communities. Our tenants and leaseholders are the best people to tell us about how 

well we deliver our services and where we need to improve, their views enable us to 

make good management decisions for the benefit of all residents. 

Residents can choose to become involved in different ways, depending on their personal 

circumstances. We aim to make our engagement opportunities accessible, enjoyable, 

rewarding and meaningful. 

We continue to work hard to ensure that all residents have the opportunity to have their 

say in how their homes are managed and to the standard to which they are maintained. 

This includes choice in colours and type of kitchen units, for example.  

CBH’s Board of Directors, which includes tenants and leaseholders, meets six times a 

year. We also have a number of tenants and leaseholders actively involved in scrutiny of 

our services. This helps our board to keep in touch with the things that really matter to 

the people who live in the homes that we manage.  

CBH’s specialist Resident Engagement Officer can provide more details about 

engagement opportunities both locally and nationally. CBH’s newsletter Housing News 

and Views, which is circulated to residents three times a year, contains details about 

forthcoming events and other important information. 

There a number of ways that residents can be involved, some require little time 

commitment, and others require more time and dedication. Most of these groups are 

open to all tenants and leaseholders, but some, such as the board, have an election 

process. 

These include but are not limited to: 

 The CBH Board 

 Resident Scrutiny Panel 

 Quality Assurance Advisors 

 Sheltered Quality Assurance Advisor 

 Leaseholder Focus Group 

 Task and Finish Groups 

 Action Groups 

 Community Groups and make a Difference Days. 
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8. Governance 

Asset Management Group 

Colchester has an Asset Management Group (AMG). This inclusive group assesses 

works programmes, promotes options appraisals in the context of viability model findings, 

considers wider initiatives, monitors and reviews performance and takes ownership of the 

Colchester Standard, reassessing it from time to time in the context of the Business Plan. 

In summary, the activities considered by the AMG include: 

 Development, review and frequent re-evaluation of the Colchester Standard 

 Prioritisation of works and improvements 

 Analysing the need profile versus stock with a view to identifying any shortfalls and 

subsequent options to resolve issues (eg redevelopment recommendations) 

 Viability assessment 

 Options appraisal 

 Formulation, evaluation of, and agreement to, proposed reinvestment programmes 

 Project appraisal and evaluation 

 Production of implementation plans 

 Exploration of wider action initiatives, regeneration and environmental improvements. 

The involvement of CBH’s housing management team is important from a lettings 

perspective.  

The AMG formally analyses the performance of the stock, compares this with the 

reinvestment requirements and aims to reinvest in the stock that is an outlying performer, 

with a view to making it perform well. This process is informed through the Stock Viability 

Model (red/amber/green) analysis process. 

The aspirations of stakeholders including residents are a key consideration. 

Questionnaires and consultation groups are used as to identify their priorities. We believe 

that paying attention to the views of residents assists with improving satisfaction with the 

service as a whole. 

The terms of reference for the Asset Management Group may be found at Appendix 4. 

Risk management 

The Asset Management Group maintains an appropriate risk register that prioritises each 

risk according to the probability and impact and include mitigation proposals. The risk 

register will be reviewed on a regular and were appropriate contributes to the corporate 

risk register. 

 The major risks that are included within the overall register include: 

79



43 
 

 Failure to obtain sufficient financial resources to meet the reinvestment 

requirements of the stock 

 Failure to procure and administer contracts that deliver good value for money 

 Inappropriate design and specification of materials 

 Reinvestment in stock that is not viable 

 Failure to provide sufficient staff resources to manage planning and delivery 

programme 

 Failure to collect, manage and maintain relevant stock condition data (including 

records of works completed) 

 Corruption of the stock condition data held within the asset management database 

 Reinvestment costs in excess of the budgetary allowances (eg reactive and void 

works budgets) 

 Expenditure upon items that are not included within the Business Plan 

 Expenditure upon cyclical maintenance just prior to the component being renewed 

(eg within the five-year rule period) 

 Expenditure on components (on average) in excess of the schedule of rates (and 

therefore the Business Plan allowances) 

 Specification of components that do not meet the anticipated lifecycle 

 High build cost inflation 

 Uncertainty caused by the departure of the United Kingdom from the European 

Union 

 Reduction in rental income resulting from the government’s programme of welfare 

reform 

 Reduction in rental income through loss of assets (right to buy) and lack of new 

supply. 

Risk management 

We undertake regular risk reviews. The Risk Management Strategy has been put 

together over a number of years with the involvement of the Asset Management Group 

as well as operational managers. Part of the strategy is the Business Continuity Plans 

which clearly sets out what would be the course of action in the event that Rowan House 

was to become inoperative. In addition, there are well documented risk implication 

considerations in each report that is considered by Cabinet, Portfolio Holder, Senior 

Management Teams, or the CBH Board. 

CBC and CBH have a clear programme of audit reviews both internal and external. As 

well as focusing on financial aspects, specialised audits are undertaken in areas that 

have been identified as having potential weaknesses. This represents a proactive 

approach of prevention rather than cure which mitigates the need for intervention 

management. 

Key issues that are carefully monitored include: 

 Performance against agreed key performance indicators 

 Effectiveness in dealing with performance shortfalls 
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 Resident satisfaction 

 Rent arrears 

 Progress towards meeting and maintaining Colchester Standard 

 Maintenance of effective standards of governance and accreditations (such as BSI 

9001, 14001 and 18001) 

 Complaints handling. 

Monitoring and review 

We have identified the need to ensure that, as a portfolio of projects is undertaken, there 

are suitable monitoring and review processes in place so that the outcome of a particular 

initiative is closely monitored and the achievement of business objectives realised. 

The process will review the actual deliverables and outcomes of a project and compare 

these against the objectives as set out in the implementation plan. These processes will 

be instigated both during and at the completion of the project through regular progress 

reports, meetings, feedback to key stakeholders and the Asset Management Group, and 

through the pre-defined project process established by CBH and CBC. 

As part of the monitoring and implementation plans, there will also be risk mitigation and 

contingency plans in place so that if problems occur their impact on the overall delivery of 

an initiative is minimised. The lessons learnt will be fed back into the Asset Management 

Strategy to reduce the likelihood of their occurrence in future projects. 

Benchmarking 

We strive to promote excellence in Housing Services provided through reviews and 

benchmarking with other comparable organisations. 

Regular reporting against key performance indicators (KPIs) is an integral part of our 

work and further comparisons are sought through benchmarking locally on policy and 

procedure as well as participation in the HouseMark benchmarking club. HouseMark 

analyses and publishes performance data on an annual basis, enabling CBH to compare 

performance with other landlords in relation to costs per property managed and costs per 

employee. We provide data in respect of responsive repairs, cyclical and planned 

maintenance activities. 

We also use standardised Surveys of Tenants and Residents (STAR) to compare 

resident satisfaction in relation to our repair service. CBH also uses other informal 

benchmarking on specifications and conduct soft market testing and measures its 

performance with other ALMOs. Evidence of benchmarking is regularly provided to the 

CBH Board, CBC officers and CBC’s Scrutiny Panel. 

CBC and CBH monitor good practice development and disseminate to staff, the Board 

and residents’ representatives, regular updates on inspection reports and other good 

practice briefings. 
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Executive Summary 
 
This document records the strategy for procurements relating to the housing stock owned 
by Colchester Borough Council (the Council or CBC) and managed by Colchester Borough 
Homes (CBH). 
 
The strategy covers all work types including: 
 

 Planned works (e.g. component renewals, such as kitchens and bathrooms); 

 Improvements (e.g. provision of new components, such as smoke detectors and loft 
insulation); 

 Responsive and void works (e.g. minor repairs and work in vacant properties); and 

 Cyclical maintenance (e.g. Gas appliances, painting and servicing). 
 
This strategy has been produced following an evaluation of procurement options that 
considered items such as: 
 

 Contract forms; 

 Number of contracts; 

 Contract durations; 

 Local market conditions/contractor capability; 

 Pricing mechanisms; and 

 Works grouping. 
 
The arrangements are considered against the need to provide good value for money and to 
deliver against the Council’s aspirations to stimulate the local economy. It is also important to 
ensure compliance with the Public Contract Regulations 2015. 
 
This procurement strategy aims to bring about benefits to CBC and CBH as an Arm’s Length 
Management Organisation (ALMO) through the use of modern procurement techniques 
providing enhanced value for money. 
 
Typically CBC will remain the contracting party (the Employer) with the administration and 
management of the contracts being undertaken by CBH (the Contract Administrator). 
 
Tenant and leaseholder views will be sought when developing contracts to ensure the correct 
service is procured and delivered addressing the needs of our residents and communities.  
 
All planned works are currently undertaken by external (outsourced) providers. Responsive 
repairs, works to void properties and some adaptations are undertaken by the CBH Direct 
Labour Organisation (DLO). 

 
The following summarises the key aspects of the Housing Procurement Strategy: 
 
Contracts are to be drafted and let upon the appropriate form of JCT Contracts, with a non- 
binding partnering charter that encourages collaborative working.  
 
The duration of contracts will be appropriate for the types of work being procured although 
long term contracts are usually considered for up to a  4 year term with the option to extend 
by up to a further 2 years (subject to specified performance criteria being met). 

85



A number of procurements may be undertaken for planned works, based upon single 
component types or appropriate component groupings. 

 
Procurements will be subject to relevant CBC Financial Regulations and Contract Procedure 
Rules and will be advertised via the Official Journal of the European Union (OJEU) in 
compliance with the EU directive and the Public Contract Regulations 2015 and in 
accordance with the applicable financial thresholds. 

 
Contract specifications are to be drafted relevant to the procurement in question and should 
ensure a high degree of cost certainty. Suitable methods include the use of pricing matrices, 
schedules of rates and lump sums. 
 
Specifications must adhere to the Colchester Standard. 

 
The principles of effective collaborative working (partnering) shall be applied when drafting 
and administering contracts. 

 
All contracts will be subject to the application and use of Key Performance Indicators (KPIs); 
these will be agreed and applied to each contract as appropriate. 

 
Procurement risk shall be assessed in advance of all procurements, reviewed and mitigated 
wherever possible. 
 
This strategy should be reviewed regularly alongside the Asset Management Strategy. 

 
A Register of Contracts is maintained for all procurements and is available on the CBC 
Website (www.colchester.gov.uk)  
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Introduction 
 
This strategy document outlines how CBC’s procurement activities will be 
undertaken for planned, responsive and void repairs and cyclical maintenance. 
 
CBH operates as an Arm’s Length Management Organisation (ALMO) to manage 
CBC’s housing stock. 
 
CBC and CBH will continue to invest in the housing stock to fulfil obligations to 
residents and to maintain the Colchester Standard. 
 
To achieve its objectives CBC will undertake a series of procurements to enable 
works programmes to be effectively delivered. This strategy sets out the 
methodology to be used. 
 
The Housing Procurement Strategy is intended to provide additional details relevant 
to the housing stock.  It is intended to supplement and not to replace the Council’s 
Corporate Procurement Strategy. 
 
The requirement for work (and therefore procurements) will emerge from the works 
programme as derived and recommended by the Asset Management Group (AMG). 
The works programmes shall be derived from the Asset Management Database 
(SAM), which is informed by an annual 20% sample stock condition survey. 
 
Effective procurement is required to help CBC and CBH provide a high standard of 
service and to deliver ongoing works programmes. 
 
All procurement strategies carry a level of risk, some more than others. This strategy 
document aims to deliver least risk solutions, high standards of service and best 
value. 
 
This strategy should be read alongside the Asset Management Strategy, adopted by 
CBC and CBH, which provides additional detail and context. 
 

Housing Procurement Strategy Objectives 
 

CBC wishes to align its procurement functions clearly and more closely with its 
duties under value for money and modern construction procurement techniques. 
These are the principles contained in the reports ‘Rethinking Construction’ and 
‘Accelerating Change’ by Sir John Egan as well as other reports such as those 
produced by Byatt and Latham, referred to collectively as ‘modern procurement’. 
CBC and CBH will work collaboratively with any contractors that are appointed. 
 
The overriding objectives are to ensure that all recommendations will be tested and 
evaluated against the following principles. 

 Maximise Efficiency and Effectiveness of Service delivery 

 Deliver best quality / cost balance 

 Obtain best cost certainty balanced against risk transfer and price point. 

 Robust contractual arrangements and contract management 
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 Exploit established markets 

 Be compliant with Legislation, in particular the Public Contract Regulations 

2015 and EU procurement regulations. 

 Support insofar as possible Local Employment and the Colchester 

business environment. 

 Require the employment of appropriate qualified and experienced 

contractors, and others, delivering quality services. 

 Contractual arrangements established in a timely manner to deliver the 

Council’s Legislative liabilities and responsibilities under all appropriate 

Law. 

 Fit for purpose arrangements to deliver the planned investment and 

anticipated maintenance need of its Assets over the next 5 years. 

 Develop arrangements with as much flexibility as possible consistent with 

good value in recognition of the changes facing the Council in the 

foreseeable future. 

 Seek to derive maximum social value from Local Authority expenditure 

compliant with the principles set out above 

 Consult with tenants and leaseholders task and finish groups to ensure that 

residents views and priorities and considered 

 

General Strategy Requirements 
 
The procurement and purchasing solutions adopted must ensure that best value is 
achieved by ensuring the engagement of appropriately sized contractors that will 
view CBC as an important customer. 
 
Procurement will be led by in-house technical resources, under the supervision of 
the Procurement Business Partner, with support from external consultants whenever 
particular expertise is required, or extra resources are needed, or for the 
improvement of internal competencies. 
 
Before undertaking any procurement, a feasibility and options appraisal shall be 
undertaken to determine the risks attached to each option, to assess the mitigation 
of such risks, and the impact upon the CBC/CBH Business Plan. 
 
Where appropriate, consideration shall be given to the use of local providers and/or 
small and medium sized enterprises (SMEs).  
 
All CBC and CBH staff involved with procurements for housing must follow this 
strategy unless an exception is sought. Any exception required must detail the 
reasons why it is necessary to operate outside the direction of the strategy and have 
attached a risk assessment that details the likely risks associated by such 
divergence and an explanation of how the risks may be managed or mitigated. 
 
The use of local, appropriately sized, contractors to deliver the work programmes is 
encouraged, provided that any procurement is undertaken in full compliance with EU 
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Procurement Directives, UK legislation and the CBC Contract Procedure Rules. The 
use of locally employed personnel to undertake the work is encouraged and 
tenderers shall be required to provide evidence of their intended strategy to 
encourage local labour and sub-contractors to be involved in the delivery of work 
programmes, together with details of proposed training and staff development 
schemes. 
 
In most instances the materials supply chain should be directly managed by the 
Contractor. 
 
Works of a similar nature should be packaged together in one programme or 
contract, regardless of who holds the budget, so that economies of scale can be 
achieved. Where required, appropriate coding mechanisms should be agreed so that 
costs can be attributed to the correct budget. 
 

Procurement Types 
 
Procurements may be required to provide the following types of work: 
 

 Planned (Internal works, high level, external overview and windows and 
doors) 

 Responsive and Voids 
 Cyclical Maintenance (gas appliance, lifts and door entry servicing) 

 

 In general the matters considered are related to the following work streams: 
 

 Larger one off Building Contracts  

 Servicing and maintenance contracts  

 Longer term Investment programmes  

 Specialist equipment servicing maintenance and repair   

 Void works (Housing) 

 Smaller building contracts  

 Smaller subcontract arrangements in support of in-house teams. 

 Supplier networks for Building related materials/ tools etc. 

Responsive and void works have different requirements to planned activities and are 
administered separately via the DLO. A nationally recognised composite schedule of 
rates (such as NHF) should be used to define and order repair works.  
 
Cyclical maintenance typically relates to specialist servicing activities and should 
therefore be let as separate JCT contracts where appropriate  
 
In general the testing and inspections work (e.g. asbestos, electrical) will be let to a 
separate contractor to the contractor that deals with the removal or remediation work 
that is deemed necessary.  
 
Form of Contract 
Most contracts are to be let on a term basis using a standard form of contract which 
is tried, tested, and well understood by the marketplace. In most circumstances the 
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Contracts are to be drafted and let upon the appropriate form of JCT Contracts, with 
a non- binding partnering charter that encourages collaborative working.  
 
In some circumstances where the volume of work is not sufficiently large or where 
the work can be fully defined and completed in less than one year, a lump sum 
contract may be used. In these circumstances either a JCT Minor Works 2016 or 
JCT Intermediate Form 2016 may be used, if any element of contractor’s design is 
required then the appropriate Intermediate Form should be used. 
 
Contracts shall be let directly with works providers and not with management 
contractors. 
 
Contract Duration 
 
The duration of contracts will be appropriate for the types of work being procured 
although long term contracts are usually considered for up to a 4 year term with the 
option to extend by up to a further 2 years (subject to specified performance criteria 
being met). 
 
The contracts anticipated are not deemed to be a ‘framework’ under the Public 
Contract Regulations 2015. 
 
Although contracts are to be commissioned on a longer-term basis, break clauses 
and ‘no works guarantees’ shall be retained. 
 
Anticipated programme levels may be given to contractors for illustrative purposes 
only and may not be guaranteed. 
 
Typically, CBC will remain the contracting party (the Employer) with the 
administration and management of the contracts being undertaken by CBH (the 
Contract Administrator). 
 
CBH shall nominate an individual to fulfil the Contract Administrator’s duties (this 
person shall be selected and appointed in accordance with the terms of the 
Management Agreement (2013) Schedule 6 Clause 2.12. 
 

EU Directives 
 
Procurement shall be undertaken in accordance with EU Procurement Directives and 
advertised with the Official Journal of the European Union (OJEU) where appropriate 
or as required. 
 
A range of processes is available.  In most instances for term contracts, a ‘restricted 
procedure’ shall be adopted, with between 5 and 8 tendering organisations sought 
following the evaluation of Selection Questionnaires (SQ) where permitted under the 
Regulations. 

 

Leaseholder Consultation 
 
Where works (especially those to common parts and the exterior of blocks) are 
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undertaken, an evaluation of the presence and liabilities of leaseholders shall be 
undertaken before tenders are sought. 
 
Leaseholders affected by work must be appropriately consulted in accordance with 
the obligations of their lease and the Landlord and Tenant Act (s.20 in particular). 
 

The Colchester Standard 
 
The Colchester Standard document will provide the technical and aspirational basis 
for the work programmes to be delivered and specifies the nature of materials and 
workmanship to be provided by contractors appointed to undertake the work 
programmes. All future works are to be procured in accordance with the 
requirements of this Standard. 

 

Electronic Business 
 
Electronic business solutions shall be used.  
 
To comply with the Public Contracts Regulations 2015, tenders will be conducted 
through an electronic procurement portal, currently Delta e-Sourcing, which will also 
be used to conduct the processes for any dynamic purchasing systems. 
 

Strategy Compliance 
CBC require that, through the Housing Procurement Strategy, its staff ensure that all 
future procurement and purchasing documentation, arrangements and contracts 
recognise, understand and support CBC and CBH policies with regard to equal 
opportunities, health and safety, the environment, customer care, local employment 
and sustainability with the outcome that consultants, contractors and suppliers are 
required to support this objective. 
 
All staff engaged in the procurement or purchasing of goods and services apply the 
highest standards of probity in their dealings with contractors and suppliers. 
 
CBC adherence to a sustainable procurement strategy is a public statement of its 
commitment to the environment and social responsibility and should be pursued by 
all stakeholders. 
 
Staff engaged in the procurement or purchasing of goods and services shall 
undertake appropriate consultation with service users and providers prior to inviting 
tenders or entering into negotiations with providers. 
 
No significant deviation from this strategy is permitted unless a full report detailing 
the reasons for deviation, the impact and risks associated with the variation to policy 
and the outcomes expected has been received and approved by CBC. 
 
This strategy shall be reviewed regularly alongside the Asset Management Strategy 
and Business Plan. 
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Title Boundary Definition Policy 

Users of Policy Colchester Borough Council tenants and leaseholders, 
staff at Colchester Borough Homes 

Date Adopted April 2018 

Date last Reviewed February 2018 

Review Frequency Every 3 years 

Best Before Date 31 March 2021 

Scheme of  Delegation 

Formation of Policy Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Amendments Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Monitoring Housing Asset Manager 

Implementation Housing Asset Manager 

Approval of requests Housing Asset Manager, delegated to Director of 
Property Services, Colchester Borough Homes 

1. Introduction & purpose 

This Policy details Colchester Borough Council’s (CBC) approach to boundary 
definition within its housing stock, which includes the maintenance, repair and 
replacement of boundary fencing to homes and communal areas where 
appropriate. This will help tenants be clear as to when the Council’s Arm’s Length 
Management Organisation Colchester Borough Homes (CBH) will carry out any 
necessary works. It provides clear guidance on what our tenants can expect and 
outlines the provision of service.    
  
The guiding principle of the Policy is that whilst all boundaries of CBC land will be 
marked out, a new fence will only be provided, or an existing fence replaced where 
it meets the criteria detailed in this policy. There is no legal requirement for CBC to 
provide fencing. 

2. Supply of fencing 

For this policy, a fence is defined as a way of marking a boundary and not as a 
means of security.  

CBC as the landlord/landowner has an obligation to mark its boundaries. This can 
be achieved in a manner of ways including hedgerows, fencing, wire or posts. CBC 

94



 

 

has the discretion to determine the type of fencing which is provided through its 
fencing policy. 

Colchester Borough Homes will inspect fencing requests as appropriate to 
determine ownership and the most appropriate form of marking the boundary.  

The following is the standard to be used and referred to, and can be changed 
subject to appropriate authorisation: 

Rear Gardens 

 Close boarded fencing with wooden posts (normally 1.8 m in height) where 
the rear or side boundary adjoins a highway, public footpath or public area 
of open space. 

 Chain link fencing with metal posts (normally 0.9 m in height) for boundaries 
between rear gardens and boundaries to “rear access” footpaths used by 
residents of the adjacent properties. 
 

Front Gardens 

 The existing type of fencing (normally palisade, chain link or close boarded 
fencing 0.9 m in height) is replaced with the same type of fencing to “match” 
adjacent properties. 
 

Hedgerows on and denoting boundaries are considered adequate provision and 
fencing will not be provided.  If a tenant decides to remove any object marking the 
boundary then consent from CBH will have to be given prior to this. If given, once 
removed it will be the responsibility of that tenant to remark the boundary by 
installing a replacement fence or similar structure with the relevant consent from 
CBH. Tenants must have a secure tenancy with CBH before asking permission for 
alterations as per their Tenancy Agreement. 

Leaseholders 

Where fencing works on communal areas cost more than £250 per leasehold flat, 
CBH will consult the leaseholder through a Notice of Intention via a Section 20, 
giving them a 30-day period to comment.   

3. Making safe 

Where fencing has been assessed as dangerous or posing a health and safety risk 
CBH will attend and make safe. Examples of this could include (but is not restricted 
to): 

 Danger to fencing due to high winds 

 The fence being over a footpath, broken with jagged edges or causing a trip 
hazard 

 Unstable or loose fencing 

 Fencing which has come away from the posts 
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Where possible, CBH will undertake a temporary repair to secure unstable fencing.  
If this is not possible then the fencing will either be taken away or taken down and 
secured on the customer’s premise until such time as a full repair can be arranged. 

4. General repairs 

We aim to repair existing fencing rather than replace it where possible. 

If the fence panels are in a good condition and only the posts are broken, we will 
not take the panels away from site but just lay them down flat in a safe place in the 
garden, usually on the lawn, until such a time we can return to replace the posts 
and refit the existing panels. 

Sections of, or the whole fence, may need to be removed completely (in cases 
where it is damaged beyond repair) to leave the area safe. This can mean the area 
is left exposed until the fence can be repaired or replaced.  

5. Pets 

Residents are responsible for the health and welfare of their pets. We expect 
residents to keep pets such as dogs within the boundaries of their gardens. 
Fencing will not be provided with pets in mind. If nuisance occurs then this will be 
reported to and dealt with by the Community Housing Officer.  

6. Non-standard fencing 

You may ask permission to install fencing at your own cost by asking us in writing. 
Permission will normally be given but subject to conditions (please see the Tenant 
Alterations Policy). 

Planning permission is not generally needed before erecting a fence or wall, 
provided it is no more than one metre in height if next to a highway, or two metres 
elsewhere. This will normally include the addition of trellis panels on top of an 
existing fence if this takes the overall height to above 2 metres. 

If you wish to exceed these limits, you will need to get planning permission from 
the local authority. 

Tenants must maintain any fencing that they put up. If they end their tenancy the 
responsibility for the fencing passes to CBH. Where succession or exchange of 
tenancy occurs, it will be the responsibility of the incoming tenant to maintain.  

7. Boundary disputes 

Boundary disputes can be very disruptive in communities so we will put decisions 
in writing and keep a record of them. 

Private boundaries are the responsibility of the owners to maintain. Where there is 
a disrepair issue CBH will liaise with the owner to ask them to undertake the works. 
If there is a Health and Safety issue such as a risk of the fence falling onto 
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someone within our land we will attend and make safe by removing the hazard that 
is intruding into our land. 

CBH will not under any circumstances install fencing alongside an existing 
privately-owned boundary as this can lead to land disputes.  

8. Response times 

 We will attend all urgent ‘make safe’ fencing jobs within 3 working days of the 
initial report being reported. 

 We will respond to requests for information within 10 days. 

 We will inspect the site within 21 days and provide advice. 

 Minor routine repairs will be carried out within 21 calendar days.  

 Major fencing or fencing that is including into a schedule of works will be carried 
out within 180 calendar days.  

9. Advice and assistance 

To report issues, request information or make requests for permission contact our 
Customer Service Centre on (01206 282514) or email: 
customerservices@colchester.gov.uk 

Verbal advice on fencing can be given by your Housing Officer at your new 
tenancy visit or by the surveyor during the site inspection. 

10. Consultation  

The reading panel will be asked to consider the document through a task and finish 
group. This will also include persons from CBH Housing Management and CBH 
Repairs teams. 

11. Appeals Procedure 

Appeals in respect of how the policy has been applied or eligibility will be dealt with 
via the Colchester Borough Homes complaints procedure. 

12. References  

Boundary Disputes, Consumer UK 

Neighbour Disputes, Citizens Advice 

13. Related documents 

Conditions of Tenancy 

Health & Safety Policy 

Strategic Health & Safety Policy 
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Repairs Policy 

Tenant Alterations Policy 

Rechargeable repairs Policy 

Antisocial behaviour Policy 

Risk Management Policy & strategy 

Pets Policy 

Landlord and Tenant Act 1985 – Section 20 

14. Communicating the policy to staff 

Managers and staff involved in the implementation of the Policy will receive a copy 
of the policy including: 

 Housing Officers, Visiting Officers, Asset Management, Customers Services and 

Members  

Colchester Borough Homes will provide sufficient training to enable staff to 
understand and comply with the Policy. 

A copy of the Policy will be placed on the websites of Colchester Borough Council 
and Colchester Borough Homes. 

Any amendments to the Policy will be communicated, in a timely manner, to 
managers and staff involved in implementing the policy.  Revised Policy 
documents will be circulated and placed on the web. 

15. Communicating the policy to customers 

 The policy will be communicated to customers using the following methods: 

 Articles regularly in Housing News and Views 

 Sheltered Scheme newsletters 

 Colchester Borough Council and Colchester Borough Homes websites 

 Social Media 
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Title Fixed Electrical Installations Inspection and Testing 
Policy 

Users of Policy Colchester Borough Council tenants and leaseholders, 
staff at Colchester Borough Homes 

Date Adopted April 2018 

Date last Reviewed February 2018 

Review Frequency Every 3 years 

Best Before Date 31 March 2021 

Scheme of  Delegation 

Formation of Policy Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Amendments Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Monitoring Housing Asset Manager 

Implementation Housing Asset Manager 

Approval of requests Housing Asset Manager, delegated to Director of 
Property Services, Colchester Borough Homes 

 

1 Introduction - Fixed Electrical Installations: Periodic Inspection and Testing 

 

1.1 Purpose & Scope: 

The purpose of this Electrical Testing Policy is to set out specific guidelines to 
enable Colchester Borough Council to be assured that the electrical safety of fixed 
electrical installations is inspected at appropriate frequencies and maintenance 
standards, to minimise the risk of fire, injury and / or death. 

1.2 Technical Standard: 

All works to be carried out in strict accordance with: 

 BS7671:2008 including all current amendments.  

 The Health and Safety at Work act 1974.  

 The Electricity at Work Regulations 1989. 

1.3 Fixed Electrical Installations 

All fixed electrical installations within the Council’s housing stock are subject to 
regular inspection and testing.  
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The fixed electrical installation is the assembly of associated electrical equipment 
supplied from a common point of origin to fulfil a specific purpose and having 
certain co-ordinated characteristics. 

2 Duties and Responsibilities 

 

2.1 Colchester Borough Employees 

 

To ensure compliance with the Electricity at Work Regulations 1989, the Head of 
Operations, CBH assumes the role of Duty Holder, and is responsible for actions 
and requirements defined by this Policy. The Duty Holder may delegate some of 
the duties to others deemed skilled to aid operational requirements. This will be 
communicated in written form. Appropriate notice and the likely impact of the 
testing regime will be agreed with the relevant Managers and business users who 
will filter this information through to appropriate staff prior to the commencement of 
any testing. 

Colchester Borough Homes employees will schedule electrical contractors to 
undertake formal Periodic Inspection and Testing of Electrical Installations at 
prescribed frequencies and as detailed in Appendix A. 

2.2 Tenants/Leaseholders 

 

2.2.1 Tenants and leaseholders will need to give access to their property so that 
inspections can be carried. Appointments will be made so this can be carried out. 

2.2.2 To undertake fixed installation inspection and testing, it is necessary to de-
energise the electrical supply to the property. All tenants’ properties where 
Electrical Inspection and Testing is to be carried out, shall be written to informing 
them that the electrical installation will require de-energising accordingly, the tenant 
shall ensure that: 

a) Any requirement to save IT software is identified and actioned prior to the 
commencement of any electrical operations.  
b) Any contingency arrangements arising from the absence of electrical supplies 
are facilitated. 
c) Appropriate access and relocation/removal of any obstacles will be undertaken. 
d) All freezers/ fridges contain a minimum amount of perishable food stuffs. 
 

2.2 Authorised Inspectors and Testers 

 

Only skilled persons as defined by BS 7671 2008 (Requirements for Electrical 
Installations) including all current amendments will be authorised to carry out 
Inspection and Testing. A person shall be deemed skilled to carry out the 
appropriate Inspection and Testing only if she/he has sufficient knowledge and 
experience of the test equipment, the installation being tested and testing 
procedures. 
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2.3 Fixed Electrical Installations 

 

It is the responsibility of those undertaking Inspection and Testing: 
a) To ensure no danger occurs to any person or livestock. 
b) To ensure no damage occurs to property. 
c) To compare the inspection and testing results with the design criteria 
d) To take a view on the condition of the installation and advice on remedial works 
e) In the event of a dangerous situation, to make an immediate recommendation to 
CBH. 
The Duty Holder will define the level of skill required by Inspectors and Testers. 
 

2.4 Contractors 

 

Contractors appointed to undertake Periodic Inspection and Testing of Electrical 
Installations will be required to conform in full of the requirements of this Policy. 
Additionally, all Contractors shall comply with the following: 

a) They shall be registered through the National Inspection Council for Electrical 
Installation Contractors (NICEIC) the Electrical Contractors Association (ECA), 
Nation Association for Professional Inspectors (NAPIT) or other accredited body.  

b) All Electricians should have successfully completed City and Guilds 2382 (17th 
Edition) City and Guilds 2391 (Inspection, Testing and Certification of Electrical 
Installations). Unless the duty holder deems the Electricians skill level and 
experience adequate to carry out the testing accompanied by regular monitoring. 

c) The Duty Holder must be assured of the technical competence of any contractor, 
prior to appointment. 

d) All contractors shall be subject to monitoring to ensure appropriate standards 
are met and maintained by performance measure or Audits. 

3 Repairs and Rectification 

 

Except for undertaking unforeseen emergency repairs whilst carrying out the 
Inspection and Testing regime, no repairs or rectification works shall be 
commenced without first obtaining the correct authority from an appointed member 
of Colchester Borough Homes. 

4 Exceptions to the Requirements 

 

All extra low voltage systems (below 50Va.c. or 120Vd.c (ripple free) are exempt 
from this policy. The following schedule shows typical installation of this type (the 
list is not exhaustive).  

a) Lift shaft Wiring and Controls 

b) Building Management System 
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c) Fire Alarm Installation 

d) Central battery-operated Emergency Lighting Systems 

e) Telephone and data systems. 

5 New Installations 

 

All new installations shall be provided with an Electrical Installation Certificate 
complete with a Schedule of Inspections and Test Results. The documents shall be 
suitably completed and in full compliance with BS 7671: 2008 Requirements for 
Electrical Installations., Guidance Note 1 (Selection and Erection) and all current 
amendments. 

6 Frequency of Inspection and Testing 

 

The frequency of periodic inspection and testing must be determined considering: 

a) the type of installation 

b) its use and operation 

c) the frequency and quality of maintenance 

d) the external influences on which it is subjected. 

Appendix A Table T1 indicates a suggested frequency of Periodic Inspection and 
Testing of Electrical Installations and conditions of use, but is subject to 
appropriate risk assessment and dependent on the environment and use. 

All buildings shall be subject to a full Periodic Inspection and Test at the prescribed 
frequency. Partial testing of circuits or installations is not generally permitted. 
However, should detailed records, test results and drawings be available, the Duty 
Holder may relax the requirements subject to Risk Assessment. This is especially 
relevant to properties which may be the subject of short term lets. 

The frequency should be increased if the history indicates signs of progressive 
deterioration. The Duty Holder or other appointed Colchester Borough Homes 
employees will agree an appropriate programme of works, and issue instructions 
for this to be carried out. 

7 Tests to be undertaken 

 

Tests to be carried out on each Periodic Inspection and Test are detailed on 
Appendix B - Table T2. 

7.1 Labelling 
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The provision of Marking and Labelling shall be provided in full accordance with BS 
7671 2008 Requirements for Electrical Installations and Guidance Note 3 
(Inspection and Testing). Including all current amendments. 

7.2 Records 

 

Records shall be provided in full accordance with BS 7671:2008 Requirements for 
Electrical Installations and Guidance Note 3 (Inspection and Testing) including all 
amendments. Additionally, record drawings shall be suitably provided /annotated to 
illustrate the electrical layout and circuit configuration of the installation following 
the completion of the Inspection and Testing regime and any necessary 
rectification works. Original Inspection certificates must be provided to Colchester 
Borough Homes in an electronic format.  

7.3 Approved Test Equipment 

 

Test equipment shall comply with the requirements of BS 7671:2008 Requirements 
for Electrical Installations and Guidance Note 3 (Inspection and Testing) GS38 
Electrical test equipment for electricians including all amendments. 

8 Risk Assessments 

 

Prior to commencement of any works activities, Colchester Borough Homes 
appointed contractors shall undertake a suitable and sufficient risk assessment for 
the work involved. 

9 Programme of Works 

 

The Duty Holder or other appointed Colchester Borough Homes employees' will 
agree an appropriate programme of works, and issue instructions for this to be 
carried out. 

10  Further Information 

 

Further information or advice on the requirements of this Policy is available from 

Colchester Borough Homes Maintenance Department. 

11  Definitions 

 

Duty Holder: The person nominated by Colchester Borough Homes who has 
responsibility for implementation, monitoring of standards and quality in respect of 
Inspection and Testing. Additionally, they have responsibility for the health and 
safety and other legal requirements relating to the electrical work undertaken. 

ECA: Electrical Contractors Association. 
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Electrical Contractors: An external procured competent resource appointed to 
undertake prescribed electrical operations on behalf of Colchester Borough 
Homes. 

Extra Low Voltage: Normally not exceeding 50V a.c. or 120V d.c. (Ripplefree) 

Low Voltage: Exceeding extra low voltage, but not exceeding 1000V a.c. or 1500V 
d.c. 

NICEIC: National Inspection Council for Electrical Installation Contracting. 

Skilled Person: A person with technical knowledge or sufficient experience to 
enable Him / her to avoid dangers which electricity may create. 

 

12  Related Documents 

 

 Health and Safety at Work etc. Act 1974,  

 The Management of Health and Safety at Work Regulations 1999, 

 Electricity at Work Regulations 1989, BS 7671: 2008 - Requirements for 

electrical installations, IEE Guidance Note 3 (Inspection and Testing),  

 Construction (Design and Management) Regulations 2015 

13  Controls and Risk Assurance 

 

The responsible officer, Duty Holder (M&E Manager), to ensure this policy and 
procedure is being followed, will:  

 Monthly, provide an update report detailing performance against targets to 

the Property Services Manager Meeting or Core Monitoring Group (CMG).  

 Annually, details of compliance and material issues will be provided by the 

Director of Housing Services (November) to the Origin Board through a 

detailed report of performance and compliance to the Origin Audit 

Committee. 
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Appendix A 

Table T1 - Recommended Initial Frequencies of Inspection of Electrical 
Installations 

Recommended Initial Frequencies of Inspections of Electrical Installations 

Type of installation Routine check* Maximum period 
between inspections 
and testing as 
necessary 

Reference 
(See notes 
below) 

General installations 

Domestic (owner 
occupied) 

Domestic (rented 
property) 

Commercial 

Educational 
establishments 

Hospitals 

Offices 

Shops 

Laboratories 

Industrial 

 

 

1 year 

4 months 

1 year 

1 year 

1 year 

1 year 

1 year 

Change of 
Occupancy/10 years 

Change of tenancy/5 
years 

Change of 
occupancy/5 years 

5 years 

5 years 

5 years 

5 years 

5 years 

3 years 

 

 

1, 2 

1, 2 

1, 2 

1, 2 

1, 2 

1, 2 

1, 2 

Building open to the public 

Cinemas 

Leisure complexes 
excluding swimming 
pools 

Places of public 
entertainment 

Places of worship 

Restaurants and 
hotels 

Theatres 

Public houses 

1 year 

 

1 year 

 

1 year 

1 year 

1 year 

1 year 

1 year 

1 year 

1-3 years 

 

3 years 

 

3 years 

5 years 

5 years 

3 years 

5 years 

5 years 

2, 6 

 

1, 2, 6 

 

1, 2, 6 

2 

1, 2, 6 

2, 6, 7 

1, 2, 6 

1, 2 
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Village 
halls/Community 
centres 

 

 

Special installations 

Agricultural & 
horticultural 

Caravans 
(infrequently moved) 

Caravans (frequently 
moved) 

Caravan parks 

Highway power 
supplies 

Marinas 

Fish farms  

Swimming pool 

Emergency lighting 

Fire alarms 

Launderettes 

Petrol Filling Station 

Construction site 
installations 

1 year 

 

1 year 

 

 

6 months 

As convenient 

4 months 

4 months 

4 months 

Daily/monthly 

Daily/week/month 

1 year 

1 year 

 

3 months 

3 years 

3 years 

 

1 year 

 

1 year 

6 years 

1 year 

1 year 

1 year 

3 years 

1 year 

1 year 

1 year 

 

3 months 

1, 2 

 

 

 

1, 2, 6 

 

1, 2 

1, 2 

1, 2, 6 

 

2, 3, 4 

2, 4, 5 

1, 2, 6 

1, 2, 6 

 

1, 2 

 

 

Reference Key 

1. Particular attention must be taken to comply with S1 1988 No. 1057. The 
Electricity Supply 

Regulations 1988 (as amended). 

2. S1 1989 No. 635. The Electricity at Work Regulations 1989 (Regulation 4 & 
Memorandum). 

3. See BS 5266: Part 1: 2005 Code of Practice for the emergency lighting of 
premises other than 

cinemas and certain other specified premises used for entertainment. 
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4. Other intervals are recommended for testing operation of batteries and 
generators. 

5. See BS 5839: Part 1: 2002 Code of Practice for system design installation and 
servicing (Fire 

detection and alarm systems for buildings). 

6. Local Authority Conditions of Licence. 

7. S1 1995 No. 1129 (Clause 27) The Cinematograph (Safety) Regulations. 

 

Appendix B 

Table T2 reproduced from Guidance Note 3: Inspection and Testing IEE. 

TABLE T 2: - Testing to be carried out where practicable on existing installations. 

Test  

Protective Conductors Continuity 

 

Between the earth terminal of 
distribution boards to the following 
exposed conductive parts. 

> Socket Outlet earth connections 
(Note 4) 

> Accessible exposed conductive parts 
of current using equipment and 
accessories (Note 4 & 5 ) 

 

Bonding Conductors Continuity 

 

> All main bonding conductors. 

> All necessary supplementary bonding 
conductors. 

 

Ring Circuit Continuity Where there are proper records of 
previous tests, this test may not be 
necessary. This test should be carried 
out where inspection/documentation 
indicate that there may have been 
changes made to the final ring circuit. 

 

Insulation Resistance If tests are to be made 
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> Between live conductors, with phases 
and neutral connected together, and 
earth at all final distribution boards. 

> At main and sub main distribution 
panels, with final circuit distribution 
boards isolated from the mains. (Note 
6) 

 

Polarity At the following positions 

> Origin of the installation 

> Distribution boards 

> Accessible Socket Outlets. 

> Extremity of Radial Circuit. 

(Note 7 ) 

 

Earth Electrode Resistance Test each earth rod or group of rods 
separately, with the test links removed, 
and with the installation isolated from 
the supply source. 

 

Earth Fault loop impedance At the following positions 

> Origin of the installation. 

> Distribution boards. 

> accessible Socket Outlets. 

> Extremity of Radial Circuits. (Note 8 ) 

 

Functional Tests RCD’s, Circuit 
Breakers, Isolators and all Switching 
Devices 

 

Tests as required by Regulation 713-
13-01, followed by the operation of the 
functional test button. 

Manual tests to prove that the devices 
disconnect the supply. 

 

Notes;- 
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1) The person carrying out the testing is required to decide which of the above 
tests are appropriate by using their experience and knowledge of the installation 
being inspected and tested and by consulting any available records. 

2) Where sampling is applied, the percentage used is at the discretion of the tester. 
However, a percentage of less than 10% is inadvisable. 

3) The tests need not be carried out in the order shown in the table. 

4) The earth fault loop impedance test may be used to confirm the continuity of 
protective conductors at socket outlets and at accessible exposed conductive parts 
of current using equipment and accessories. 

5) Generally, accessibility may be considered to be within 3 metres from the floor 
or from where a person can stand. 

6) Where the circuit includes SPD’s or other electronic devices which may require 
a connection to earth for functional purposes, these devices will require 
disconnecting to avoid influencing the test result and to avoid damaging them. 

7) Where there are proper records of previous tests, this test may not be 
necessary. 

8) Some earth loop impedance testers may trip RCD’s in the circuit. Table T2 
reproduced from Guidance Note 3: Inspection and Testing IEE. 
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Title Low Energy-Rated Property Policy 

Users of Policy Colchester Borough Council and Colchester Borough 
Homes tenants and staff. 

Date Adopted Aril 2018 

Date last Reviewed February 2018 

Review Frequency Every 3 years 

Best Before Date 31 March 2021 

Scheme of Delegation 

Formation of Policy Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Amendments Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Monitoring Housing Asset Manager 

Implementation Housing Asset Manager 

Approval of requests Housing Asset Manager delegated to: Head of 
Operations, Head of Housing Management and Head 
of Asset Management, Colchester Borough Homes. 

 

 

1. Aims of Policy 

1.1 The aim of the low energy-rated property policy is to set out Colchester 
Borough Councils approach to raising a low energy-rated property (F or G 
rated) to a minimum standard of an E-rating to comply with the Energy Act 
2011 when a new tenancy starts. 

2. Definition of a low energy-rated property 

2.1 A low energy-rated property is one with an energy efficiency rating of F 
(SAP 21-38) or energy rating G (SAP 0-20).   

2.2 Properties within these rating would typically have low efficient heating 
systems (solid fuel, oil or electric) or with an ageing gas boiler.  Little to none 
loft and cavity wall insulation and a lack of heating controls. 
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3.  Legislation and Guidance 

3.1  It is a legal requirement from April 2018 under The Energy Act 2011 (section 
43) that a Landlord cannot let a property, which is legally required to have 
an Energy Performance Certificate (EPC), that falls below the minimum 
standard of energy efficiency as set by the regulations (currently energy 
rating F or G).  

3.2 Properties protected as part of a designated environment or because of their 
special architectural or historic merit in so far as compliance with certain 
energy efficiency requirements would unacceptably alter their character or 
appearance are exempt from the Act. 

4. The Policy- general provisions 

4.1  All properties within the CBC Housing stock will have an EPC carried out as 
part of the Stock Condition Survey (SCS) programme which surveys 
properties every five years.  Property types and those properties known to 
have a low energy rating will have an EPC carried out straight away. 

4.2 Those properties which have an energy efficiency rating of F or G will be 
assessed for their viability to retain as lettable stock.  If the measures 
required to bring the property to an E rating are not economically viable the 
property will be recommended to the Asset Management Group for disposal.  

4.3 Measures to increase the energy efficiency of the property which can be 
carried out whilst the current Tenant is in place will be implemented.  Where 
it is not possible to install the measure, the work will be planned to be 
completed at void stage, prior to letting. 

4.4 Quick, low cost and less disruptive measures would include loft and cavity 
wall insulation which could add between 20-25 SAP points to the properties’ 
energy rating. 

4.5    More expensive and intrusive measures would include a new heating 
system (up to 47 SAP points) and double glazing (up to 8 SAP points).  The 
decision on when to install these will be dictated by the planned investment 
programme and the remaining life of the product. 

4.6 There are currently 11 properties within the CBC Housing stock which fall 
below the minimum energy requirements. 
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5. Enforcement 

 
5.1 Enforcement need not be applied within this policy as if the existing Tenant 

refuses the energy measures being offered, the work will be completed at 
void stage. 

5.2 It is unknown how the Government will enforce this policy. 

5.3 It is widely expected that for the Government to implement its energy 
agenda, the minimum rating will drop to an E rating in the future.  The same 
policy will be applied. 

 

6.  Appeals Procedure 

6.1 Appeals will be considered by a Colchester Borough Homes Officer where 
additional information is provided to support the EPC’s recommendations.  A 
more senior Officer will review the decision made, taking into account any 
new supporting information provided by the applicant.  The Reviewing 
Officer may consult with the Officer whom made the original decision. 

6.2 Where an applicant is appealing against how the policy and procedure have 
been applied a Senior Officer will investigate the case and respond. 

 

7. Service Standards  

7.1 The dedicated CBH Officer will ensure that procurement regulations have 
been met and that the installer is accredited under the Microgeneration 
Certification Scheme (MCS). 

 

8. Monitoring and Review 

8.1 We will monitor our performance in meeting the Service Standards set out in 
 this Policy. 

8.2 The policy will be reviewed after one year to ensure that it is working 
properly. Future reviews will be conducted every 3 years to make sure the 
policy continues to be efficient and effective, whilst ensuring it still meets 
current legislation and the Council’s Constitution.  
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9. Communicating the Policy to Staff 

9.1 Managers and staff involved in the implementation of the Policy will receive 
a copy of the policy including: 

Housing Officers, Visiting Officers, Asset Management, Adaptations, 
Customers Services, Members and social care staff 

9.2 Colchester Borough Homes will provide sufficient training to enable staff to 
understand and comply with the Policy. 

9.3 A copy of the Policy will be placed on the internal ‘Hub’ of Colchester 
Borough Council and Colchester Borough Homes. 

9.4 Any amendments to the Policy will be communicated, in a timely manner, to 
managers and staff involved in implementing the policy.  Revised Policy 
documents will be circulated and placed on the ‘Hub’. 
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Title Tenant Alterations Policy 

Users of Policy Colchester Borough Council and Colchester Borough 
Homes tenants and staff. 

Date Adopted April 2018 

Date last Reviewed February 2018 

Review Frequency Every 3 years 

Best Before Date 31 March 2021 

Scheme of Delegation 

Formation of Policy Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Amendments Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Monitoring Housing Asset Manager 

Implementation Housing Asset Manager 

Approval of requests Housing Asset Manager delegated to Director of 
Property Services, Head of Operations, Head of 
Housing Management and Head of Asset 
Management, Colchester Borough Homes. 

 

 

1. Aims of Policy 

1.1 The aim of the Tenant Alterations policy is to set out Colchester Borough 
Councils approach to allowing tenants to carry out alterations to our 
properties. 

1.2 The policy will also cover the approach to unauthorised tenant alterations. 

 

2. Definition of an Alteration 

2.1 Any changes carried out on a Council owned property, by the Tenant (or 
any person under the Tenants instruction), other than decoration. 

 

 

 

118



 

 

3.  Related policy and Guidance 

3.1  If you are a secure tenant, you have the right to make alterations to your 
home and garden, however, it is a condition of your Tenancy Agreement 
that you must seek written permission from Colchester Borough Homes 
(CBH) as your Landlord’s managing agent (Leaseholders may also need 
written permission for some home improvements – see Leaseholders 
Guide).  Introductory tenants can decorate their homes, but do not have the 
right to alter their homes in any other way.  

3.2 For works which require planning permission and building control, it is the 
tenants responsibility to ensure the appropriate permissions are gained and 
compliance is met. CBH will not approve requests without the necessary 
permission. 

4. The Policy- general provisions 

4.1  Tenants can apply for permission by emailing or writing to CBH, detailing 
the type of works being carried out, by whom and evidence of their 
competence.  The location of the works and any drawings or photo’s that 
would assist in the application should be included. 

4.2 Acceptable alterations with written permission include: 

 Refitting kitchens and bathrooms 

 Replacing or upgrading electrical fittings 

 Re-modelling the layout of the property 

 Removal of doors or replacing internal doors 

 Fitting satellite dishes 

 Solid flooring which could include tiling or wood or laminate flooring 

 Fencing or brick walls 

4.3  Unacceptable alterations where written permission will not be provided     
include: 

 Conservatories 

 Car ports 

 Loft conversions 

 Decking and patio’s 

 Extensions 

 Log burners 

 Laminate flooring if you live in a first and second floor flat  

The lists in 4.2 and 4.3 are not exhaustive and other requests will be treated on an 
individual request basis. 

4.4 Permission will only be given if building control requirements are met. 

4.5 It is the Tenants responsibility to repair and/or maintain the authorised 
alteration. 
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4.6 At the end of the Tenancy all alterations must be removed and the property 
reinstated to its original condition; otherwise this work would be 
rechargeable to the Tenant. 

4.7 Prior to granting permission, we may need to visit your home to establish 
the suitability of the proposed alteration and to verify if certain conditions 
need to be adhered to. 

4.8  Depending on the type of alteration carried out, CBH may need to inspect 
the work and you will be required to send us copies of relevant certification 
relating to gas and electrical works. 

5. Unauthorised Alterations 
 
5.1 If you carry out an alteration without permission, Colchester Borough Homes 

will need to carry out an inspection to grant retrospective permission. You 
may be charged for this inspection. In the event that retrospective permission 
is not granted you will be asked to remove the alteration and you may be 
charged for any remedial work. 

 
6.  Appeals Procedure 

6.1 Appeals will be considered by a Colchester Borough Homes Officer where 
additional information is provided to support the applicants request or there 
is a material change of circumstances.  A more senior Officer will review the 
decision made taking into account any new supporting information provided 
by the applicant.  The Reviewing Officer may consult with the Officer whom 
made the original decision. 

6.2  Where an applicant is appealing against how the policy and procedure have 
been applied a Senior Officer will investigate the case and respond using 
the Colchester Borough Homes Complaints Procedure. 

7. Service Standards  

7.1 All authorised alterations must be carried out to the current and appropriate 
planning consent, building regulations and any other legislation.  

7.2 All authorised alterations must be carried out in a safe manner and where 
used, contractors must be competent. 

8. Monitoring and Review 

8.1 We will monitor that the Service Standards set out in this Policy are met. 

8.2 The policy will be reviewed every 3 years to make sure the policy continues 
to be efficient and effective, whilst ensuring it still meets current legislation 
and the Council’s Constitution.  
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9. Communicating the Policy to Staff 

9.1 Managers and staff involved in the implementation of the Policy will receive 
a copy of the policy including: 

Housing Officers, Visiting Officers, Asset Management, Adaptations, 
Customers Services, Members  

9.2 Colchester Borough Homes will provide sufficient training to enable staff to 
understand and comply with the Policy. 

9.3 A copy of the Policy will be placed on the internal ‘Hub’ and websites of 
Colchester Borough Council and Colchester Borough Homes. 

9.4 Any amendments to the Policy will be communicated, in a timely manner, to 
managers and staff involved in implementing the policy.  Revised Policy 
documents will be circulated and placed on the ‘Hub’. 

10. Communicating the policy to customers 

10.1  The policy will be communicated to customers using the following methods: 

 Articles regularly in Housing News and Views 

 Sheltered Scheme newsletters 

 Colchester Borough Council and Colchester Borough Homes websites 

 Social Media 
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Title Housing Adaptations Policy 

Users of Policy Colchester Borough Council tenants and leaseholders, 
staff at Colchester Borough Homes 

Date Adopted April 2018 

Date last Reviewed February 2018 

Review Frequency Every 3 years 

Best Before Date 31 March 2021 

Scheme of  Delegation 

Formation of Policy Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Amendments Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Monitoring Housing Client Co-ordinator 

Implementation Housing Client Co-Ordinator 

Approval of requests The Councils Representative delegated to the Director 
(Property Services) Colchester Borough Homes 

 

1. Purpose 
 

1.1   The purpose of this policy is to set out the criteria by which Colchester 
Borough Council will assess requests for adaptations to its properties. 

1.2 An adaptation is where items are specially fitted to the property itself.  This 
includes minor fittings as well as major alterations.  This policy only covers 
adaptations for individual tenants to enable them to live in their home. 

1.3 The policy will also contribute to the Councils objective to make ‘best use of 
stock’ by ensuring that the best use of the Council’s housing stock is 
considered, alongside the needs of the current tenant. 

1.4 The policy aims to avoid the situation where adaptations will have to be 
removed in the future to ensure the property is let. 

 2.0 Legislation and Guidance 

2.1 The Equality Act 2010 The Equality Act 2010 legally protects people from 
discrimination.   
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2.2 The Allocations Policy –identifies the banding structure for applicants on 
the housing register and the priority given to tenants who want to move to a 
smaller home. 

2.3 Giving permission as a landlord for adaptations which are self-funded, 
funded through a Disabled Facility Grant or other funding sets out when 
the Council as a landlord will give permission for a tenant to carry out 
adaptations to their home funded by a Disabled Facilities Grant or other 
funding. 

2.4 Mobility Scooter Policy- sets out criteria for the provision of storage and 
charging facilities for tenants and leaseholders. 

2.5 Tenants moving to a smaller property may be eligible for help and incentives 
under the Transfer Incentive Scheme. 

2.6 Colchester Borough Council and Colchester Borough Homes are signatories 
to the Armed Forces Community Covenant. 

3.0  The Policy 

3.1 Adaptations are divided into three categories: minor works, planned works 
and major works.   

3.2 Although an adaptation may be eligible for delivery under the policy, the 
Council may decide not to provide the adaptation if it is not considered 
‘reasonable and practical’ to carry out the adaptations. 

3.3 Adaptations have been prioritised to ensure that the best use is made of the 
funds available and that future suitability of the Council’s housing stock is 
ensured. 

3.4 Minor Works 

3.4.1 Minor works include small fixed items such as: 

 Grab rails 

 Lever taps 

 Electrical sockets 

 Door entry systems 

 Toilet surrounds 

 Half steps 

 Removal of thresholds 

 Installation of a door call and entry phone system 

 Installation of fluorescent lights if appropriate 
 

 3.4.2 Minor works will be processed if supported by an Essex County Council 
Occupational Therapist’s request or evidence from a Doctor or other suitably 
qualified health professional.  Some minor adaptations can be carried out by 
CBH at their discretion.  
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3.5 Planned works. 

3.5.1 Planned works include such fixed items as: 

 Stairlifts 

 Ramps to access property  

 Adapted kitchens 

 Overbath shower 

 Level access shower 

 Dropped kerbs 

 Widening garden paths 

 Doors and window alteration to permit access  

 Fixed heating appliance in place of an open fire or other solid fuel 
appliances 

 

3.5.3 Requests for planned works must be supported by an Occupational 
Therapist’s assessment.  The person requiring adaptations must be the 
tenant, or their partner or immediate family who is permanently resident in 
the household or would be if the adaptation was done.  

 3.5.4 In addition to the Occupational Therapist’s assessment, a consideration will 
also be made of the following criteria: 

 Whether the adaptation work is reasonable and practicable having regard to 
the age and character of the property. 

 How easily the Council could let the property with the adaptation in place if 
the current tenant no longer lived there or: 

 If there are suitable alternative housing options available to meet the 
tenant’s needs.  This may include transferring to another property which is 
adapted or suitable for adaptation. 

 Tenancy conduct 
 

3.5.5 If a move is considered the most suitable option for the tenant, reference 
should be made to the current Allocations Policy for guidance. 

3.5.6 If an adaptation results in a smaller number of bedrooms in the property, the 
property will still be classified for rental purposes as the original size.  This is 
because upon vacation, the property may be converted back to the original 
configuration.      

3.5.7 Some adaptations may result in an ongoing maintenance or other works.  
These may be recovered through the charging of a service charge to the 
tenant. 

3.6 Major works 

3.6.1 Major works are normally extensions to an existing property.  

3.6.2 Requests for planned works must be supported by an Occupational 
Therapist’s assessment.  The person requiring adaptations must be the 
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tenant, or their partner or immediate family who is permanently resident in 
the household or would be if the adaptation was done.   

3.6.3 In addition to the Occupational Therapist’s assessment, a consideration will 
also be made of the following criteria: 

 Whether the adaptation work is reasonable and practicable having regard to 
the age and character of the property 

 How easily the Council could let the property with the extension in place if 
the current tenant no longer lived there or: 

 If there are suitable alternative housing options available to meet the 
tenant’s needs.  This may include transferring to another property. 

 Tenancy conduct.    
 

3.6.4 If a move is considered the most suitable option for the tenant, reference 
should be made to the current Allocations Policy for guidance. 

3.6.5 A limited number of extensions can be funded each year, therefore the first 
priority will be to look for other accommodation for the household. 

3.6.6 Extensions that affect the value of the property and/or increase the number 
of bedrooms, will result in a re-calculation of the rent. 

4.0  Tenants ineligible for planned or major works 

4.1 A tenant who has transferred or mutually exchanged from an adapted 
property which is suitable for their needs into an unadapted property will not 
be eligible under the Adaptations Policy for works unless there are 
overriding documented reasons for the move such as violence or pressing 
needs to move to an area to give or receive support.   

4.2 Where there are substantial arrears and a possession order has been 
issued, with no payment plan being adhered to then the tenant may be 
refused an adaptation.   

4.3 The Council will carefully consider whether to progress with an adaptation 
where proceedings have commenced against a tenant for breach of 
tenancy, or is under investigation for anti-social behaviour.  The Council will 
consider all circumstances and may refuse the application. 

4.4 If an application is made for adaptations for a child with disabilities, 
adaptation works will only be completed at the property of principal 
residence.  

4.5 A customer who has declared themselves as needing a level access 
shower, but then chooses to move into a Council property without one will 
not be eligible under the Adaptations Policy for works unless there are 
overriding documented reasons for the move such as violence or pressing 
needs to move to an area to give or receive support.  If a customer is 
downsizing from a larger family home to a smaller property, the Council will 
carefully consider the benefits and costs of adapting a second property to 
facilitate the move. 
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4.6 If a tenant who is under-occupying an adapted property suitable for their 
needs wants to transfer to a smaller property which is not adapted for their 
needs, the Council will carefully consider the benefits and costs of adapting 
a second property to facilitate the move.  The Council may refuse the 
adaptation. 

5.0 Ineligible adaptations 

5.1 Non-fixed equipment will be funded through Social Services such as: 

 Powered bath hoist 

 Non specialist shower or commode chair 

 Transfer boards 

 Specialist WC seat 

 Specialist furniture 

 Induction loops 
 

6.0 Right to Buy applications 

6.1 If a Right to Buy application is submitted while the client is waiting for 
adaptations, any planned works will not proceed further.  However, minor 
works may still be considered.  If the Right to Buy application is successful, 
the tenant may be able to apply for a Disabled Facilities Grant to enable the 
adaptations after purchase. 

6.2 If a Right to Buy application is submitted following the completion of 
adaptations, the value of the work will be taken into account for the 
valuation.  The servicing and repair of any adaptation including stair lifts will 
no longer be the responsibility of the Council. 

7.0 Priority 

7.1 Approved planned and major works will be actioned in the order of date of 
receipt of recommendation from Social Services.  

7.2 To make best use of the Council’s stock the following adaptations will not be 
funded unless there are exceptional circumstances: 

 Adapted kitchen where the member of the household with the disability is 
not the tenant or partner or adult dependent of the tenant or partner 

 Level access shower in a first or second floor flat (except sheltered 
accommodation) 

 Level access shower in under occupied two, three or four bedroomed 
property (except bungalows or sheltered accommodation) 

 Stairlifts for communal stairs  

 Stairlifts in under occupied two, three or four bedroom properties 
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8.0 Appeals Procedure 

8.1 Appeals in respect of how the policy has been applied, eligibility for an 
adaptation or the type of adaptation offered will be reviewed under 
Colchester Borough Homes’ complaints procedure. 

 

9.0 Service Standards 

9.1 Acknowledgement of the application for an adaptation, including name and 
telephone number of the Officer dealing with the enquiry will be sent to the 
applicant– within 10 working days of receipt.  

9.2 Minor works- actioned within 28 working days from the date the order for the 
work is issued. 

9.3 Timescales for planned or major works will be advised when the scope of 
the work is agreed. 

 
10.0  Monitoring and Review 
 

10.1 Colchester Borough Homes will monitor our performance in meeting the 
Service Standards set out in this policy. 

10.2 The policy will be reviewed upon a relevant change of legislation, or in 
response to a change of relevant CBC Policy, in particular the Allocations 
Policy. 

11.0  Communicating the Policy to Staff 

11.1 Managers and staff involved in the implementation of the policy will receive 
a copy of the policy. 

11.2 Colchester Borough Homes will provide sufficient training to enable staff to 
understand and comply with the policy.  This will happen one month of 
adoption of the policy and then on a regular basis. 

11.3 A copy of the policy will be placed on the Council’s internal web-site. 

11.4 A copy of the policy will be available on Colchester Borough Homes’ 
website.  

12.0 Communicating the Policy to Customers 

12.1 A leaflet providing details of the policy will be available to customers on the 
CBC and CBH website. 
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1.0 INTRODUCTION 
As a social landlord, Colchester Borough Council/Homes (CBC) recognises meeting residents’ 
expectations of a high standard of service delivery is essential. CBC and its appointed housing 
management organisation Colchester Borough Homes (CBH) acknowledge that the provision of a 
value for money repairs service that is both responsive and of the highest technical competence is 
one of its core priorities. CBC/CBH has prepared this policy after consultation a n d  a s  a  r e s u l t  
o f  a  f u n d a m e n t a l  r e v i e w  o f  t h e  Co u n c i l ’ s  H o u s i n g  A s s e t  Ma n a g e m e n t  
S t r a t e g y . This policy should be considered in conjunction with the corresponding CBC/CBH 
Repairs and Maintenance procedures and other policies referred to within this document. 

 
1.1 Definitions 
For the purpose of this policy, the following definitions apply: 
Repair - The process of rectifying a component or installation in a Colchester Borough Council/  
Homes owned and/or managed property for which it is responsible, when it is faulty or in a state of 
disrepair.  
Maintenance - The upkeep of components or installations in a Colchester Borough Council/Homes 
owned and/or managed property, for which it is responsible. 
Resident - A tenant of a Colchester Borough Council property, including intermediate rent 
customers. This policy includes some services and obligations to leaseholders and shared owners. 
Where applicable, it is clearly stipulated. This policy does not apply to private market rent 
customers. 

 
2.0 AIMS & OBJECTIVES 
Aims 

 To effectively manage the repairs and maintenance obligations of CBC/CBH, for its residents 

 To comply with all relevant government legislative requirements 

 To ensure that all residents live in a safe and habitable environment at all times 

 
Objectives 

 To run an effective and reliable responsive repairs service 

 To continuously improve performance 

 To give the highest levels of residents satisfaction 

 To provide a service that gives value for money 

 To engage openly and responsively with residents about repairs to their home 

 To provide technical expertise via CBC/CBHs internal staff and contractors 

 To maintain up-to-date information about CBC residents, homes and CBH 

 
3.0 POLICY STATEMENT 

CBC/CBH is committed to providing a high quality service and all staff and suppliers are trained to 
work towards this aim. This policy recognises that a successful Repairs and Maintenance Service 
considers its residents, its resources, its statutory obligations and external affecting factors. As a 
landlord, CBC have a responsibility to protect the value of its housing stock and to ensure that the 
service standards and obligations made to its residents, in respect of their homes, are honoured. 
CBC/CBH expect to work together with residents to ensure the high quality of its homes, through 
the meeting of mutual responsibilities. 

 
4.0 LEGISLATION AND REGULATION 

 Landlord & Tenant Act 1985 

 Housing Act 2004 

 Secure Tenants of Local Housing Authorities (Right to Repair) Regulations 1994 

 Defective Premises Act 1972 

 Commonhold & Leasehold Reform Act 2002 

 Gas Safety (Installation and Use) Regulations 1998 

 Management of Health and Safety at Work Regulations 1999 

 Building Regulations Act 1984 

 Health and Safety at Work Act 1974, Sections 2, 3 and 4 
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 Housing Health and Safety Rating System 2006 

 Equality Act 2010 

 HCA – The Regulatory Framework for Social Housing in England from April 2012 

 2006 Decent Homes Standard 

 
5.0 STANDARDS 
5.1  Service Standards 

 Provide a 24hr, 7 day a week service to report emergency repairs 

 To attend and complete repairs works to published timescales 

 Offer a choice of appointment times 

 Carry out a gas safety check where required each year 

 Aim to inspect at least 5% of all repairs and any repair subject to a complaint 

 Aim to inspect 5% of communal repairs. 

 

5.2 Our responsibilities 

 

As your landlord, CBC are responsible for: 

 All structural work to the building fabric such as brickwork, slates, chimneys and roofs 

 Boilers and hot water tanks 

 Fixed heating equipment such as fires, radiators, storage heaters and panel heaters 

 Electrical fittings such as existing sockets, light switches and electric storage radiators 

 All water systems such as pipes and tap washers 

 Central heating systems 

 All bathroom fittings including toilets, basins, baths and shower appliances fitted by us 

 Repairs to cooker appliances supplied by the Council 

 Kitchen and bathroom fixtures (toilets, baths, basins, sinks, gas and water pipes) 

 Repairs to plaster, skirtings and doors 

 Ropes, fasteners, lifts and safety catches on windows 

 Various small items such as letterboxes, draught excluders and spy holes if fitted by us  

 Stair lighting and maintenance in communal areas 

 Carrying out annual central heating servicing and other safety checks, including periodic 
inspection/testing 

 Carrying out yearly smoke and carbon monoxide alarms and detectors checks 

 Windows and doors 

 External painter work 

 Outside lighting which was installed by us 

 Paths that are laid by us to reach your front door or that follow your house to the back door if 
you have one 

 Fences supplied by us 

 Clothes poles and whirly gigs (supplied by us) 

 Major pest infestations where public health concerns exist, for example major rodent or 
significant flea infestations. 

 

Some repairs follow different procedures from others. These are explained in the Types of Repair 
section, beginning on page 7. 

 

Some repairs are classified as ‘qualifying repairs’ and must be carried out within a given time. These 
are detailed in the Right to Repair section, beginning on page 11. 

 

Your responsibilities 

 

As a tenant, you are responsible for the following repairs: 

 All internal decoration, including tiles 

 All paving not included in our responsibilities, as mentioned above in 5.2 
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 Attempting to clear plumbing blockages in the first instance 

 Bleeding air from radiators, where appropriate 

 Blocked waste-traps caused by neglect 

 Cleaning of communal stairs and passageways as per local arrangements 

 Doorbells that were not installed by us 

 Fitting additional locks 

 Maintaining fittings or fixtures that you have installed with our consent 

 Lock changes due to loss or theft of keys 

 Maintenance of fences, gates, driveways and any garden structure including, patio, decking or 
chips that you have erected/installed with our permission or taken responsibility for at the start 
of your tenancy 

 Regular testing of smoke and carbon monoxide detectors, and replacing their batteries where 
required 

 Repairing minor cracks and holes in walls and ceilings that can be reasonably filled before 
decoration 

 Replacing or repairing small fixtures and fittings such as coat hooks, stoppers and chains for 
sinks 

 Resetting tripped switches, replacing fuses, fluorescent tubes and light bulbs (unless it is 
communal stair lighting) 

 Television aerials, satellite dishes, internet communication equipment and reception equipment 

 Uplifting and re-laying of laminate floors or floor coverings for access required by our 
tradesperson/s 

 Uplifting broken glass (unless caused by vandalism, which has been reported to the police). 

 

If you are in any doubt about how you can carry out any of the tasks mentioned above, please contact 
us. 

 

Vulnerable tenants 

If you are a vulnerable tenant, we may try to schedule repairs faster than normal. We will only arrange 
this if the reported fault has a negative effect on your condition. We may also offer extra assistance, 
such as accompanied visits or arranging an interpreter, or other special arrangements that will meet 
your needs and be appropriate for the repair. 

 

Some examples of vulnerable tenants include: 

 

 Disabled people who use a wheelchair or walking frame 

 Tenants with an advanced terminal illness 

 Tenants who use medical equipment such as ventilators or kidney dialysis machines 

 Tenants with mental health problems or learning difficulties 

 Tenants whose first language is not English. 

 

Access procedure 

In accordance with the law, we have an ‘Access Procedure’ for situations where we need to carry out 
urgent work in a property. We will hand deliver an appointment letter to your home at least 24 hours 
before access is needed. If you are not at home at the time and date specified in this letter, we will enter 
the property. 

 

In these cases, we may charge an administration fee to cover our expenses and the associated costs 
e.g. lock change. You have the right to appeal this recharge using  

Xxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxx 

 

Accidental damage 

Any accidental damage caused by repair work carried out in your home may be covered by your home 
insurance policy. If you feel that the damage was caused by our staff being negligent, you can apply for 
compensation to recover your losses by submitting a claim to our Risk Management Section. 
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Right-to-buy 

If you apply to buy your house, your repair rights reduce accordingly. You will still have a right to limited 
repairs until your purchase is completed. We must make sure that the structure and exterior of your 
home following purchase are in good working order, as well as all installations for the supply of water, 
gas, electricity and sanitation. 

 

Once the sale is complete, as the property owner you will take over the responsibility for carrying out all 
further repairs. 

 

 
6.0 HEATING AND HOT WATER: PROVISION & SERVICING 
CBC/CBH will ensure necessary arrangements are in place to provide: 

1. A reactive repairs service, which includes a 24 hour emergency response for some repairs, 
in line with our Repairs and Maintenance responsibilities 

2. The annual gas safety inspection programme for individual, communal and commercial gas 
boilers and appliances for which it is responsible 

 
CBC is committed to meeting its legislative requirements ensuring all of its homes with a gas 
supply have a valid Landlord Gas Safety Record (LGSR). CBH will ensure that the Council discharges 
their duties and will service all gas appliances and boilers for all of its (The Council’s)  homes within 
12 months of the previous service date. CBC/CBH will seek to ensure that annual safety checks 
and servicing is undertaken in domestic and commercial properties in accordance with their 
tenancy agreement or lease, and prior to a new tenancy. Failure to allow access for servicing will 
result in CBC/CBH following formal procedures to gain access. This may involve seeking legal 
assistance, applying for an injunction and in some cases an eviction, whereby residents may lose 
their home. However, CBC/CBH are not responsible for the gas safety and servicing for leaseholder 
and shared owner properties, it will work to assist and enable owners to comply with their obligations, 
where possible. 

CBC/CBH are dedicated to the provision of a high quality gas servicing and repairs service that: 

 Preserves the safety of its residents 

 Properly discharges its legal and regulatory obligations 

 Achieves the service standards outlined to its residents 

 Protects the value of its housing stock 

 Considers energy efficiency when carrying out necessary replacements 

 
6.1  Failing Safety Checks 
CBC/CBH will upgrade boilers and remove any gas fires that fail their annual inspection. Any faulty 
gas appliance owned by the resident that is discovered to be connected to the system will have 
a ‘defective appliance’ label attached and will be disconnected. It is the resident’s responsibility 
to maintain, or remove, their own defective appliances, once advised. 

 
6.2  Communal Systems 
Where CBC/CBH has the responsibility of the maintenance or servicing of a communal system, it will 
always make sure it does so in line with published repairs and maintenance service standards. 
Where third parties such as managing agents have an interest, own or control the systems, 
CBC/CBH will endeavour to communicate and work closely with them to ensure the service received 
by residents is satisfactory. 

 
 
7.0 AIDS & ADAPTATIONS 
CBC/CBH commits to facilitating and supporting independent living, by carrying out alterations to 
meet the special needs of individuals, to enhance their quality of life and where appropriate enable 
them to remain in their current home. 

 
CBC assists eligible residents to secure aids and adaptations to their homes, by directly funding aids 
and adaptations work in its own housing stock, and undertaking the work where possible.  
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Aids are additional equipment installed to assist the usability of and mobility around a resident’s 
home. An adaptation is an alteration to an existing installation in a resident’s home that assists the 
usability of and mobility around a resident’s home. 

 
Aids and adaptations are split into major or minor, with varying timescales, cost and amount of 
actual work to be carried out to install the aid or make the adaptations. Some examples include: 

 
Minor Major 

grab rails stair lifts 

door alterations low access baths 

handrails provision of showers 

lever taps raising electrical sockets 

 lowering switches 

 

7.1 Installation and Maintenance 
For minor work the job must be completed within 20 working days of being raised.  Major aids and 
adaptations will be dependent on the approval of the Council; therefore timescales will be dependent 
on this. Furthermore, adaptations that require major building work are subject to planning permission 
and building regulations and therefore the timescales for completion will be longer. 

 
CBH will service and maintain all adaptations and maintain all aids, where supplied by the Council. 
CBH will also replace these at the end of their economic life, provided they are still demonstrably 
required. 
 
Pleases refer to the CBC/CBH Aids & Adaptations Policy for detail of the process followed by 
CBC/CBH staff and contractors. Please see the CBC/CBH Aids and Adaptations Policy for more 
information on how the service is provided. 

 
8.0 PLANNED AND PROGRAMMED MAINTENANCE 
Planned maintenance is work carried out on a planned basis to maintain the general condition of 
property and fittings. This includes cyclical maintenance of the exterior of the building, communal 
areas, of Decent Homes key building components and the periodic servicing of certain equipment 
and installation. All planned maintenance work will be carried out in accordance with regulatory 
standards, relevant legislation, manufacturer’s instructions or good trade practice. Full details of 
this service will be outlined in the CBC/CBH Asset Management Strategy. 

 
Improvements 
CBC have a responsibility to repair and maintain and therefore are not obliged to carry out any 
improvements to their properties, outside of those which are part of planned programmes of work. 
This includes requests for secondary glazing or sound insulation. Any improvements that 
CBC/CBH make to individual properties outside of planned works will be done so on an individual 
case basis. Should residents wish to make improvements to their home at their own cost and 
management, they must do so in line with the process outlined in the Home Improvements 
section of the xxxxxxxxxxxxxxxxxxxx, or in line with their lease or tenancy agreement. 
 
 
EMPTY PROPERTIES 
 
The Council maintains and lets properties to certain minimum standards of condition, the lettings 
standard is shown in full in the CBC/CBH Asset Management Strategy 
 

 
9.0 RESPONSIVE DAY TO DAY REPAIRS 
For responsive repairs, our aim is to arrange an appointment during first contact with the resident 
and complete the repair in one visit. During normal working hours (8:00am to 5:00pm) CBC/CBH 
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operate a Customer Contact Centre, through which all repair requests must be made. We will aim to 
ensure that all urgent and routine repairs (with the exception of specialist work requiring contact with 
a third party) will be made by appointment with the resident. Residents may report repairs by any 
of the following means: 

 By telephone on  

 Via the CBC/CBH website 

 In person at a local CBC/CBH office 

 In writing 

 
Out of Hours Emergency Repairs 
Provisions for emergency repairs outside of normal working hours can be accessed by the standard 
responsive repairs telephone number. Calls will be redirected automatically through to CBC/CBH’s 
out of hours service at 5:00pm. Only those repairs categorised as emergencies are dealt with out of 
office hours. If the reported repair is deemed not to be an emergency, then the resident will be 
asked to call back during working hours to make an appointment. 

 
9.1 Appointment Times 

CBC/CBH offer weekday appointments for the completion of repairs and pre and post inspections. 
The following options will be given: 

 Morning - 8am to 1pm 

 Afternoon - 12pm to 4pm 

 

TYPES OF REPAIRS 

 
9.2 Priority Categories 
Timescales for the commencement and completion of works will be arranged within CBC/CBH’s 
approved priority categories listed below. Extra consideration will be given to those residents who 
are vulnerable, such as those who are elderly (aged 70+), disabled, or who live with children aged 6 
months or younger. 

 
Emergency Repairs – Attend within 4 hours (2 hours for heating and hot water breakdowns) and 

make safe and complete within 24 hours, if possible. Any follow up work to be raised as a 
new job and placed within its appropriate category. 

Urgent Repairs - Attend within 3 working days, complete within 5 working days. 
Routine Repairs - Attend within 5 working days, complete within 20 working days. 

 

Resident requests for appointments beyond these timescales will be accommodated with the 
exception of emergency repairs. 

 
9.3 Batched Repairs 

These will be completed within 4 months of issue to our partners, with the exception of those repairs 
which are larger, or more complex in nature, that can be scheduled as part of a programme of works. 
This will reduce administrative and overhead costs for both Colchester Borough Council/Homes and 
our contractors and adhere to economies of scale. These repairs include: 

Batch repairs: 

 Path renewals 

 Rebuilding of brick walls 

 Fence and boundary maintenance 

 Repairs works requiring consultation with Leaseholders under section 20 of xxxxxxxxx 

 

Examples of works to be scheduled as part of a programme: 

 Roof replacement 

 Window and door replacement  

 Kitchen replacement 

 Bathroom replacement 
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9.4 Pre-Inspection 
Some jobs will require a pre-inspection before the repair appointment can be arranged, to establish 
the extent of the works. These will be where the scope of the job is not known, or if the diagnosis 
given by the resident is not detailed enough. Such inspections may be carried out by a surveyor, or 
a nominated contractor representative. Staff will always advise where this is to be the case. Repairs 
will then be issued in the appropriate timescales, or programmed into planned or batched works. 

 
9.5 No Access 
Where requested, residents must allow for access to repairs. Where access cannot be gained for a 
standard appointment, the repair will be passed back to the contact centre to be rescheduled. 
Where the repair is an emergency or a health and safety matter, then CBH will continue to make 
contact. CBH will try, up to two times, to rearrange access for a requested repair, before the repair is 
cancelled. If not repairing poses a serious safety risk for other residents or the building, CBC/CBH 
will take appropriate steps to gain access. 

 

If by not permitting access for a pre-agreed appointment, CBC/CBH experiences considerable cost 
and inconvenience, CBC/CBH reserves the right to recharge the resident for the call-out cost. This 
will only be done once investigation has taken place into the circumstances, or frequency, of 
no access instances. 

 

9.6 When We Call 

Repairs will only be carried out where a responsible adult is present to allow us access. If no 
responsible adult is present, we will reschedule one further appointment. If there is no responsible 
adult to allow entry a second time, we will cancel the repair request, unless doing so would result in 
a health and safety risk. If a repair presents a health and safety risk, and there is no one at the 
property during the appointment, we may have no option but to force access to the property. This is 
detailed in full in the Access procedure on page 10. 

 

You should ensure that the area around the repair is clear before the tradesperson arrives. This may 
also mean lifting carpets or other flooring, clearing work surfaces, emptying cupboards, and taking 
down curtains or moving furniture away from the area. 

 

You are also responsible for re-laying or replacing such items when the work is complete. If you 
are a vulnerable tenant then you may be offered assistance with this (see page 10). 

 

For health and safety reasons, you should make sure that pets and children are kept away from the 
area of repair work while work is in progress. 

 

The tradesperson might decide that the water, gas, or electricity supply to the property has to be 
disconnected to allow the work to be carried out. We will advise you of this as early as possible. 

  

As well as your repair responsibilities, as a tenant you are also responsible for: 

 

• Allowing us access to your home to carry out safety checks required by law 

• Clearing minor pest infestations e.g. ants, silverfish, cat fleas 

• Ensuring that the condition of your house in respect of hygiene, serious repairs issues and 
health and safety are maintained 

• Getting written consent from us before altering your home (see Landlord’s Consent on page 
xx) 

• Maintaining your garden 

• Repairing any damage that you, your family or any visitors have caused, other than through 
fair wear and tear (see Rechargeable repairs on page 15) 
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• Reporting any gas leaks immediately to the National Gas Emergency Service and then to us 

• Reporting criminal damage or vandalism to the police and getting an incident number 

• Reporting repairs to us to allow us, as landlord, to ensure that property standards are 
maintained 

• Taking action to avoid condensation 

• Taking action to prevent further damage once a fault has been identified. 

 
9.7 Customer Standards for Repairs 

 
Residents CBC/CBH 

To use and inhabit CBC/CBH homes 
(internal and communal) and installations 
responsibly 

To ensure that CBC/CBH approved operatives 
work in a clean and tidy manner 

To allow access for repair works which CBC/CBH To show ID when attending resident homes 
are responsible 
To maintain areas of the home for which they 
are responsible – in accordance with the 
conditions of the tenancy agreement or lease 

To only enter a resident’s home where a 
responsible adult is present, unless there is 
evidence of a clear risk to any person(s). 

To ensure that a responsible adult is present for To only carry out work that is stated on the work 
any repair appointment specification 
To clear repair work area of personal items or 
valuables prior to a scheduled appointment 

To inform residents of what work is to be carried 
out in their home prior to the work commencing 
(except in emergencies) 

To not obstruct or deny works to their home or To ensure that operatives work in a way that is 
the communal areas healthy and safe; protecting themselves and the 

environment in which they are working 
To be responsible for the repair or replacement To give advice and information on what work to 
of items in a property damaged due to neglect, their internal home has been done at the end of 
carelessness or deliberate action on the part of a scheduled visit and advise if further visits are 
the resident household or visitors. To pay any required 

charges for such repairs that are undertaken by 
CBC/CBH (see Chargeable Repairs Policy) 

 

9.8 Service Standards 

 

When you report a repair to us: 

 

 We will answer the phone within thirty seconds 

 We will be polite and helpful on the phone and in your home 

 We will take details of your repair request, give you a job number and agree with you an 
appointment date on which the work will be done or set a target date for either a surveyor or if 
necessary a partner organization to contact you to make an appointment to inspect or 
schedule a repair. 

 We will offer you convenient appointment times for day-to-day repairs 

 We will make every effort to keep all appointments. If there is any delay, we will let you know in 
advance 

 There may be occasions when a surveyor has to call in the first instance. Where this happens 
you will be given a target date by which time a surveyor should have contacted you to make an 
appointment to allow an inspection to take place before we begin any work. 

 

Code of Conduct for tradespersons 

 

Our tradespersons and external contractors will:  

 Be tidily dressed and wear any designated uniform 

 Introduce themselves to you and show proof of identity 

 Explain the nature and purpose of the job 
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 Be polite and courteous 

 Respond to your complaints 

 Treat your details in confidence 

 Behave properly and professionally at all times 

 Not smoke, work under the influence of alcohol, use bad language, play radios or cassette 
players or use your facilities without permission 

 Minimise disruption and mess to your home 

 Take care of your property and possessions and protect these from dust, paint etc. 

 Keep your home secure at all times 

 Keep safe all materials and equipment used on site to avoid danger to you and visitors 

 Reconnect and test services such as water, gas and electricity at the end of each working day 

 Clear any rubbish from inside of tenanted properties at the end of each working day 

 Remove any rubbish from the garden of void houses and other areas outside the property 

 Comply with health and safety legislation and relevant codes of practice 

 Treat you equally, regardless of your ethnic background, disabilities, religious beliefs, age or 
sexual orientation. 

 

 

9.9 Customer Satisfaction and Complaints  

 

We want to make sure that we deliver a high quality service every time a repair is reported. However, 
mistakes do happen and we are equally committed to resolving complaints and problems when we 
receive them. 

 

As well as the Housing Repairs & Maintenance Policy, we also have a Code of Conduct (see page 29) 
for our tradespersons, as well as service standards you can expect when you report a repair. 

 

We also conduct customer satisfaction surveys for all non-emergency repairs, which are issued by text 
when one of our operatives completes your repair. You may also tell us how we did using the CBH 
website – www.cbhomes.org.uk. The results of the surveys are used to monitor our performance and to 
review our service. 

 

Our Feedback Policy helps us listen to and respond to the views of people using our services. We 
provide all tenants with a copy of our complaints procedure at the start of their tenancy. 

 

How to make a complaint: 

 In the first instance, you should phone the Contact Centre for an update – 01206 282514. 

 You can make a comment, complaint, compliment, or a suggestion about our service at any 
time by completing a Customer Feedback Form found on the website -
www.cbhomes.org.uk/complaints. 

. 

Where you are not happy with our departmental response, you can appeal.  Details on how to do this 
will be included in the response you receive and are shown on the CBH website -
www.cbhomes.org.uk/complaints. 

 

Further Rights of Appeal 

Where you feel that we have treated you unfairly, you can contact the Housing Ombudsman who may 
investigate the case. Their contact details will be included in any correspondence sent to you when the 
CBH complaints process has been exhausted. 

 

 

9.10 Chargeable Repairs 

 

Where willful damage or neglect of the Council’s property by a tenant, their family, or a visitor, results in 
the Council having to replace or repair items, the tenant will be charged the full cost of the repair. This 
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sum will need to be paid in full before any repairs are undertaken, unless there are exceptional 
circumstances. 

 

The following are examples of work where a charge could be made. The list is not exhaustive. 

 

 The property is not left in an acceptable state when a tenant leaves.  For example substantially 
damaged or missing fixtures and fittings. 

 Replacing broken glass (unless a crime number has been provided) 

 Forced entry into a property and/or changing the locks (unless a crime number has been 
provided) 

 Clearing of rubbish from a property or from council land where it can be shown as belonging to 
a current or former tenant 

 Sending a contractor to carry out a repair where that repair could have easily been resolved by 
the tenant over the phone. 

 

If a chargeable repair is carried out during the out of hours service and it cannot be paid by the tenant 
until the next day, an invoice will be raised and a 15% administration charge will be added to the total 
amount payable. 

 

9.11 Zero Tolerance 
CBC/CBH have zero tolerance towards the abuse of any staff or contractors by residents. All 
customers of CBC/CBH are expected to treat all staff with respect and dignity. This means that 
they must refrain from behaving in a way that is aggressive, threatening, abusive, or insulting. Nor 
must they engage in any behaviour, intentional or otherwise, that constitutes harassment or 
discrimination. CBC/CBH will take reasonable measures to protect staff from such behaviour where 
appropriate. 

 
10.0 THE RIGHT TO REPAIR 
In accordance with Secure Tenants of Local Housing Authorities (Right to Repair) Regulations 1994, 
if a qualifying repair cannot be completed within an agreed timescale, the resident has the right to 
request our management team to instruct a second contractor to complete the work. Where the 
second attempt, or second contractor, also fails to complete the work within the agreed time, 
CBC/CBH will pay compensation to the resident. This statutory requirement applies to tenants with a 
secured tenancy. As a matter of courtesy, CBC/CBH extends this right to all general needs tenancies. 
Application of this, or similar payment to other customers, lies at the discretion of the service 
manager. 

 
10.1 The Right to Repair does not apply in the following circumstances: 

 The resident has told CBC/CBH that they no longer want the qualifying repair carried out 

 Where the resident fails to provide details for the contractor to gain access to their home 

 Access for an inspection or for the repair to be carried out has not been provided 

 Where the contractor needs to order special parts to complete the repair 

 Where severe weather conditions prevent the contractor from completing the repair 

 Leaseholder properties 

 
10.2 Qualifying Repairs 

Repairs that qualify for the terms noted above are those to a resident’s home, which do not cost 
more than £250 and which, if not carried out within a specified period are likely to jeopardise the 
health, safety, or security of the resident. These are: 
 

 
Total loss of electric power 1 

Partial loss of electric power 3 

Unsafe power or lighting socket or electrical fitting 1 

Total loss of water supply 1 

Partial loss of water supply 3 

Defect prescribed period (in working days) 
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Total or partial loss of gas supply 1 

Blocked flue to open fire or boiler 1 

Total or partial loss of space or water heating between 31 October and 1 May 1 

Total or partial loss of space or water heating between 30 April and 1 November 3 

Blocked or leaking foul drain, soil stack or toilet pan (where only one in dwelling) 1 

Toilet not flushing (where there is no other working toilet in the dwelling house) 1 

Blocked sink, bath or basin 3 

Tap which cannot be turned 3 

Leaking from water or heating pipe, tank or cistern 1 

Leaking roof 7 

Insecure external window, door or lock 1 

Loose or detached banister or hand rail 3 

Rotten timber flooring or stair treads 3 

Door entry-phone not working 7 

 

11.0    REPAIR RESPONSIBILITIES 
Some repairs are the responsibility of the tenant and not CBC/CBH; such repairs are defined within 
the CBC/CBH Tenant Handbook and CBC/CBH Chargeable Repairs Policy, as well as the 
respective tenancy agreement or lease. The resident is responsible for the maintenance, repair 
or replacement of the categories set out in their tenancy agreement. The tenant will also be 
responsible for the repair, or replacement, of any damaged items in a property as outlined in 
the CBC/CBH Chargeable Repairs Policy. The repair responsibilities and obligations for 
Leaseholders or Shared Owners are as outlined in their lease. 

 

12.0    FIXED FLOOR AND WALL COVERINGS 
It is not advisable for residents to lay fixed floor coverings (tiles, hard wood or laminate) in their 
homes. This is due to the difficulty in removing them to carry out essential works such as under 
floor pipe work, without damaging the fixed covering. CBC/CBH do not advocate the installation of 
fixed floor coverings. Where residents have installed fixed wall or floor coverings they are responsible 
for obtaining the correct noise insulation, contents insurance cover and for removing them for 
works which CBC/CBH deem essential. CBC/CBH retains the right to recover costs of removing 
fixed floor or wall coverings from residents who have installed them, on their departure from the 
tenancy. 

 
13.0    TV AERIALS & SATELLITES 
CBC/CBH makes provisions for communal aerial systems on blocks of flats. Many blocks also 
have communal arrangements for satellite systems. Any resident seeking to install further satellite 
dishes on the external wall of their flat or street property must contact their local authority Planning 
Department and obtain written permission. Please note, CBC/CBH may ask to see this for 
TV/Radio reception installations which have not been installed by us. Some CBC/CBH properties 
are listed buildings, where this is the case, or the resident wishing to erect an installation is not 
sure of the listed status, they must contact the authority Planning Department and may need to apply 
for additional listed building consent. 

 
Where CBC/CBH identifies an unauthorised satellite dish on one of its properties we will contact 
the resident, who will have to provide a copy of their obtained written permission within 28 days. If 
this has not been provided then CBC/CBH reserves the right to remove the unauthorised satellite 
dish. The resident who owns the dish may claim it back from CBC/CBH within 28 days from its 
removal, after which point it will be disposed of. 

 
Where residents have undertaken their own installation of a TV/Radio reception installation and 
damage has been caused to the fabric of the building due to the quality of installation work, 
CBC/CBH may rectify this damage and recharge the costs to the resident. 

 
14.0    COMMUNAL AREA REPAIRS 
CBC/CBH will manage repairs to shared communal areas to the same timescale and standard 
as internal repairs. Reports of these repairs will generally be identified during monthly estate 
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inspections by CBC/CBH staff. However, some repairs may become apparent between inspections. 
For these, we rely on residents of the block to report these directly to CBC/CBH. 
 
Where the repair to communal installations affects residents’ day to day usage of their own homes 
e.g. door entry systems, communal boilers, or lifts, CBC/CBH will aim to keep affected residents 
updated of progress. Occasionally repairs to such installations may be temporarily remedied and the 
bulk of the work may be deferred in to a planned programme for cost efficiency. Affected residents 
will be notified if this is to be the case. For further information please see the CBC/CBH Asset 
Management Strategy.  
 
Where third parties such as managing agents have responsibility for these repairs, CBC/CBH will 
endeavour to communicate and work closely with them to ensure the service received by residents 
is satisfactory. 
 
FENCING 
 
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX 
 
 

Tenants Right to Improve 
 
Tenants on secure and flexible tenancies can carry out improvements to their home, but only secure 
tenants may be compensated for any improvements made. 
 
A statutory 'Right to Compensation' came into effect on 1st April 1994 and the 'Secure Tenants of Local 
Authorities (Compensation for Improvements) Regulations 1994' applies to improvements carried out 
by secure tenants after this date. 
 
All tenants must contact the Council first to ask for an ‘Alteration Request Form’ for permission to carry 
out alterations before any works take place. Failure to obtain the Council’s permission to carry out works 
may result in tenants paying for the cost to rectify works, or asked to return the property to its original 
condition. 
 
Some improvements may also need planning permission or building regulations approval from the 
Council and the tenant is responsible for obtaining these. Any permission given by the Housing Officer 
for planned works is not planning or building regulations permission and this may still need to be sought. 
 
Any value that is added to the property as a result of major improvements will be excluded from the 
price paid if tenants exercise the Right to Buy and buy their home. 
  
If tenants go ahead with works after permission has been refused, they will be breaking the conditions 
of their Tenancy Agreement which may result in court action. 
 
Secure Tenant’s Right to Compensation for Improvements 
 
Tenants with secure (lifetime) tenancies may be able to claim compensation for certain improvements 
that have been made when the tenancy ends. The right to compensation for improvements applies to 
improvements if they were started on or after 1 April 1994. 
 
The compensation is calculated to take into account wear, tear and depreciation. Tenants can claim 
compensation for the cost of materials (but not appliances such as cookers or fridges) and labour costs 
(but not their own labour). Internal decoration (such as painting or wallpapering) does not qualify for 
compensation. Compensation cannot be claimed for professional fees (such as architects), or the cost 
of any relevant planning permission or consent under Building Regulations. 
 
All claims must be made not more than 28 days before or 14 days after a tenancy 
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15.0    DEFECT PERIOD REPAIRS 
For newly built buildings, the repairs and maintenance are managed through the contractors who 
constructed the building for the first year from the building completion. The terms and conditions of 
these will be outlined within each building contract. This is known as the defect rectification period. 
During this time residents should report their repairs via the customer contact centre in the usual 
way. CBC/CBH will aim to ensure that these repairs are carried out in the appropriate timescales. 

 
Latent defects 
These are faults to the property that could not have reasonably have been discovered through 
inspection before sale or sign up e.g. faults in hidden fabric or cavities of building structure. In such 
cases CBC/CBH does not take automatic responsibility for rectifying or improving the defect. These 
will be managed on a case by case basis, and homeowners and tenants will be advised accordingly. 

 
16.0 ACHIEVING VALUE FOR MONEY 

Operating as an efficient and effective business and demonstrating value for money to its 
customers, with a high level of service, are key strategic objectives for CBC/CBH. CBC/CBH has 
a range of mechanisms in place to demonstrate and improve this, including: 

1. Benchmarking cost and performance data such as average costs per property 
2. Market testing of the repairs service against other social and external housing providers 
3. Undertaking reviews on processes, services and systems 
4. Analysing emergency jobs issued to determine long term remedial or planned works 
5. Robust tendering process 
6. Statutory consultation process with leaseholders 

 
17.0    CONFIDENTIALITY  
Under the Data Protection Act 1998 and the Human Rights Act 1998 and the enhanced requirements 
of the General Data Protection Regulations – 2018 all personal and sensitive organisational 
information, however received, is treated as confidential. This includes: 

 Anything of a personal nature that is not a matter of public record about a resident, client, 
applicant, staff or committee member 

 Sensitive organisational information 

 
Officers will ensure that they comply with CBC/CBH Data Protection Policy and that they only 
involve other agencies and share information with the consent of the resident concerned, unless: 

 CBC/CBH is required to by law 
 The information is necessary for the protection of children 

 
18.0    EQUALITY & DIVERSITY 
CBC/CBH recognises the needs of a diverse population and always acts within the scope of its 
own Equality and Diversity Policy, Human Rights Act 1998 and the Equality Act 2010. 
 
It has a clear understanding of its resident community, with clear regularly updated service user 
profiles. The Performance Improvement & Policy Team is responsible for recording, analysing and 
monitoring information on ethnicity, vulnerability and disability. 

 
19.0 RESIDENT PARTICIPATION & FEEDBACK 
Resident involvement plays a key role in developing the future direction of the repairs and 
maintenance service. CBC/CBH works with a recognised Maintenance Forum and a Leasehold Forum 
of residents to obtain feedback on the service. Other ad hoc forms of resident consultation are 
employed as and when required. 
 

19.1 Aftercare Service 

Resident satisfaction is central to CBC/CBH’s activities within the repairs and maintenance 
service. Satisfaction levels are used to identify its customers’ experiences and expectations to drive 
future improvements within the service. CBC/CBH has a specialised officer who contacts by 
telephone, a random sample of residents who have recently had a repairs appointment, to record 
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feedback and remedy any problems which are reported. Additionally CBC/CBH will carry out post 
inspections in line with service standards. 

 
20.0    MONITORING & EVALUATION 
CBC/CBH will evaluate and measure its performance and benchmark itself against other Social 
Housing Providers through the use of Performance Indicators. These include: 

 Job completion 

data 

 Resident 

satisfaction 

 Appointments kept 

 First time fix 

 Gas 

compliancy 

 Health & Safety 
reporting 

 

21.0    HEALTH, SAFETY & THE ENVIRONMENT 
Officers will follow CBC/CBH’s Health and Safety Policy and procedures at all times. CBC/CBH 
will work closely with the requirement outlined in the Housing Health and Safety Rating System 
when diagnosing the condition of its homes and communal areas. CBC/CBH staff and contractors 
when on site will use appropriate personal protective equipment, when necessary. In addition, 
environmental checks shall be undertaken covering waste and carbon management. As a 
commitment to health, safety and the environment, CBC/CBH have a number of related policies to 
assist in the management of its homes and communal areas, such as the Asbestos Management 
Policy. 
 
Aids and Adaptations Policy 
Asset Management Strategy 
Tenant Handbook 
Chargeable Repairs Policy 
Data Protection Policy 
Equality & Diversity Policy 
Health & Safety Policy 
Asbestos Management Policy 

146



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Mobility 
Scooter 
Storage Policy 
 

 

01 April 2018 

147



 

 

Title Mobility Scooter Storage Policy 

Users of Policy Colchester Borough Council tenants and leaseholders, 
staff at Colchester Borough Homes 

Date Adopted Aril 2018 

Date last Reviewed February 2018 

Review Frequency Every 3 years 

Best Before Date 31 March 2021 

Scheme of  Delegation 

Formation of Policy Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Amendments Portfolio Holder(s) with delegated responsibility for the 
Financial Management of the Housing Revenue 
Account  

Monitoring Housing Client Co-ordinator 

Implementation Housing Client Co-Ordinator 

Approval of requests Housing Asset Manager, Head of Housing 
Management and Older Persons Services Manager, 
Colchester Borough Homes 

 

1. Aims of Policy 
 

1.1 The aim of the Mobility Scooter Storage Policy is to set out Colchester 
Borough Councils approach to requests from the Council’s tenants to store 
mobility scooters within their home and to ensure requests are dealt with in 
a fair and consistent manner. 

2. Definition of Scooter 

2.1 The policy defines mobility scooters as being electrically powered mobility 
vehicles. They can be broken down into two groups: 

Class 2 – with a top speed of 4mph and are either 3 or 4 wheeled 

  Class 3 – with four wheels with a top speed of 8mph or above 

 This policy does not apply to electric wheelchairs. It is recognised that 
tenants and leaseholders that have a disability which necessitates the use 
of a motorised wheelchair to enable them to carry out normal day to day 
functions would need to have a wheelchair stored in their property. Electric 
wheelchair provision will be considered on a case by case basis separate to 
this policy. 
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3.  Legislation and Guidance 

3.1   It is a legal requirement under The Regulatory Reform (Fire Safety) Order 
2005 that we must ensure that “routes to emergency exits from premises 
and the exits themselves are kept clear at all times and that we take such 
general fire precautions as may reasonably be required in the 
circumstances of the case to ensure that the premises are safe.” 

3.2 Controlling the presence of combustible materials and ignition sources not 
only reduces the potential for accidental fires to start and develop in the 
common parts, it also significantly reduces the scope for deliberate fires. It 
ensures escape routes are free of obstructions that might hinder the 
evacuation of people from the building and access for fire-fighters. The 
ignition of combustible material within the common corridors, stairways and 
landings will give rise to the presence of smoke in escape routes and the 
possibility of fire-spread into flats. Even if combustible material is present in 
a room separated from escape routes, there is still a danger that any 
resultant fire could eventually threaten the escape of occupants. 

3.3 To this end the policy will establish procedures for the safe use, storage and 
charging of mobility scooters or other similar electrical mobility devises. This 
is not designed to inconvenience users of scooters in any way, but to reduce 
the risk of a fire starting and spreading within Colchester Borough Council 
flats, communal areas and sheltered schemes.  

4. The Policy- general provisions 

4.1  In some circumstances Colchester Borough Council may provide assistance 
to its tenants for the provision of a hard standing with a ground anchor and 
an electric charging point following a formal H&S risk assessment. It is the 
tenant or leaseholders responsibility to purchase, install and maintain a 
store and ensure they gain any planning permissions that are required. 

4.2 For the Council to provide assistance, the tenant must be in receipt of one 
of the following: 

 Blue Badge  

 Disabled Person's Bus Pass 

 High Rate Mobility Disability Living Allowance/Enhanced rate Mobility and 

Personal Independence Payments 

 An Occupational Therapist Assessment 

 A letter of support from a medical professional 

Verification of the documents will be required. 

In some cases the Council retains the right to give assistance to tenants not 
meeting the above criteria if extenuating circumstances apply.   

4.3 If a tenant doesn’t meet the criteria for an adaptation under the Adaptations 
Policy they may apply to build a storage area themselves.  Permission is to 
be gained from Colchester Borough Homes by requesting an alteration to 
your home as per the Tenant Alterations Policy. 
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Scooter Storage in General Needs and Leasehold Properties 

4.4 Under the Conditions of Tenancy and conditions contained within a lease all 
tenants and leaseholders are required to gain the permission of the landlord 
to store a mobility scooter in the grounds of a Council property. This should 
be done prior to the purchase of the scooter.   

4.5 The overall suitability of the property for the tenant, both in the present and 
the future, will be taken into account when an application to keep a mobility 
scooter is made.   

4.6 Scooters and batteries cannot be stored within a tenant's property or within 
a communal area unless a designated scooter storage has been identified 
and approved by the Landlord. 

4.7 Where permission is granted, within the boundaries of a tenants property 
(i.e. garden), it is the responsibility of the tenant to ensure there is adequate 
storage provision which can be safely accessed within their own boundaries 
and outside any communal areas before acquiring a mobility scooter. 

4.8 The location of the storage area must not block any fire exit routes or create 
a trip hazard.   

4.9 Scooters cannot be used in lifts or stored in any location other than the 
designated scooter storage area which has been identified and approved by 
the landlord. 

 Scooter Storage in Sheltered Accommodation 

4.10 Colchester Borough Council aspires to the ‘Colchester standard in sheltered 
schemes’ which includes the provision of a mobility scooter storage and 
charging area where appropriate.   Stores may be internal or external to the 
scheme.  

4.11  Appropriate scooter storage provided in Sheltered Accommodation will be 
allocated on a first come, first served basis. Permission will be granted for 
one scooter only.    

4.12 Tenants will be required to make their scooter available for a visual 
assessment and annual Portable Appliance Testing (PAT) which will be 
undertaken by the Landlord. 

4.13 Scooters cannot be used in lifts or stored in any location other than the 
designated scooter storage area which has been identified and approved by 
the landlord.  

5. Enforcement 

 
5.1 The Conditions of Tenancy state under paragraphs 24, 37 and 40 that:  

i. in flats you must keep all shared stairways, hallways and landings clean. 
You must not leave any personal belongings or rubbish in these areas. 
We will remove items left in these areas and charge you for the work 
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ii You must not obstruct shared areas or leave dangerous items in shared 
areas  

iii. You must not park a vehicle in the garden of your home without first 
getting our written permission 

5.2 Tenants or leaseholders who store mobility scooters in communal areas 
which block access & emergency evacuation routes and/or present a fire 
risk will be asked to remove the scooter immediately. 

5.3 Enforcement action will be taken by gaining an injunction for the Landlord to 
remove the mobility scooter from the communal area, or if the risk is high & 
presents immediate danger the scooter will be removed and stored safely. 
Failure to comply with service guidelines and testing of vehicles will revoke 
any permission previously granted and vehicles will be removed.  

 

6. Appeals Procedure 
 

6.1 Appeals will be considered by a Colchester Borough Homes Officer where 
additional information is provided to support the applicants request to store 
a scooter or there is a material change of circumstances.  A more senior 
Officer will review the decision made taking into account any new supporting 
information provided by the applicant.  The Reviewing Officer may consult 
with the Officer whom made the original decision. 

6.2 Where an applicant is appealing against how the policy and procedure have 
been applied a Senior Officer will investigate the case and respond. 

 

7. Service Standards 
 
7.1 Acknowledgement, including name and telephone number of the Officer 
 dealing with the application – within 5 working days of receipt. 

Outcome of Policy Test (if Refusal) – within 28 working days. 

 

8. Monitoring and Review 

 
8.1 We will monitor our performance in meeting the Service Standards set out in 
 this Policy. 

8.2 The policy will be reviewed after one year to ensure that it working properly. 
Future reviews will be conducted every 3 years to make sure the policy 
continues to be efficient and effective, whilst ensuring it still meets current 
legislation and the Council’s Constitution.  
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9. Communicating the Policy to Staff 

9.1 Managers and staff involved in the implementation of the Policy will receive 
a copy of the policy including: 

Colchester Borough Homes Managers, Housing Officers, Visiting Officers, 
Asset Management, Adaptations, Customers Services, Colchester Borough 
Council Members and relevant staff and social care staff 

9.2 Colchester Borough Homes will provide sufficient training to enable staff to 
understand and comply with the Policy. 

9.3 A copy of the Policy will be placed on the internal ‘Hub’ of Colchester 
Borough Council and Colchester Borough Homes. 

9.4 Any amendments to the Policy will be communicated, in a timely manner, to 
managers and staff involved in implementing the policy.  Revised Policy 
documents will be circulated and placed on the ‘Hub’. 

 

10. Communicating the Policy to Customers 

10.1 The policy will be communicated to customers using the following methods: 

 Articles regularly in Housing News and Views 

 Sheltered Scheme newsletters 

 Colchester Borough Council and Colchester Borough Homes websites 

 Social Media 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD  
 
 
DATE: 24 April 2018 
 
TIME: 5.30 pm 
  
VENUE: Room 1, Rowan House 
 
AGENDA ITEM: 8 
 
SUBJECT: Value for Money, Technology & Investment Plan 2018-22 
 Leadership Plan 2018-22 
 Community Plan 2018-22 
  
REPORT BY: Gareth Mitchell, Chief Executive 
  (01206) 282919 
   gareth.mitchell@cbhomes.org.uk 
 
 
FOR DECISION 
 

1. Decisions required 

  
1.1 The Board is invited to approve the following Colchester Borough Homes 

strategic delivery plans: 

 Value for Money, Technology & Investment Plan 2018-22 

 Leadership Plan 2018-22 

 Community Plan 2018-22. 

2. Purpose of Report  
  
2.1 Implementation of the Colchester Borough Homes Strategic Plan 2017-22 

(Strategic Plan) is enabled by six delivery plans. The Customer, People and 
Community Plans were approved by the Board in February 2018. This report 
covers: the Value for Money, Technology & Investment Plan; Leadership 
Plan; and Community Plan. The Board is invited to consider these plans for 
approval and they are appended to this report. 

  
3. Background 
  
3.1 In September 2017 the Board approved the Colchester Borough Homes 

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

 Excellent customer service  

 A smarter approach to the way we work  

 Increased income 

 Effective governance and leadership  

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

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

  
4. Value for Money, Technology & Investment Plan 

  

4.1 The Value for Money, Technology & Investment Plan will support us in 
delivering the smarter approach to the way we work which we will require to 
achieve our success measure of value for money, and will support investment 
in key aspects of the business to achieve strategic goals. The aims of this 
plan are: 

 To invest money in a way that helps customers and communities 

 To use technology to do things better 

 To get the most for the money we spend. 
  
4.2 The overall ambition for this plan is to be within the lowest 25% cost per 

property in the East by 2022, and we will monitor the following indicators to 
ensure we are on track over the course of the plan: 

 Cost per property 

 % staff whose productivity has improved with technology 

 £ reinvested per property. 

  
4.3 Implementation of the Value for Money, Technology & Investment Plan will be 

led by the Director of Resources and the Head of Finance & Performance. 
  
5. Leadership Plan 

  

5.1 The Leadership Plan will support us in ensuring that we have the effective 
governance and leadership in place to be accountable and drive our strategic 
agenda. The aims of this plan are: 

 To show we can be trusted to do what we say we will 

 To be clear about our organisational goals and how to achieve them. 
  
5.2 The overall ambition for this plan is to demonstrate leadership that inspires 

trust and confidence in CBH by 2022, and we will monitor the following 
indicators to ensure we are on track over the course of the plan: 

 % staff confident in the Directors Management Team leadership 
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 Stakeholder confidence in CBH’s leadership 

 Board skills required vs current board skills matrix. 

  
5.3 Implementation of the Leadership Plan will be led by the Director of 

Resources and the Head of Asset Management.  
  
6. Community Plan 

  

6.1 The Community Plan will support us in establishing and maintaining the 
partnerships we will need to deliver positive outcomes in the community. The 
aims of this plan are: 

 To raise awareness of our work in the community 

 To make a difference in our communities 

 To bring together organisations and residents for the benefit of the 
community.  

  
6.2 The overall ambition for this plan is to be a community enabling leader for 

Colchester by 2022.  We will monitor the following indicators to ensure we 
are on track over the course of the plan: 

 Staff survey question on CBH’s impact in the community 

 The value of our social impact on communities 

 Outcomes from a range of activities that reduce social barriers and 
develop skills. 

We will demonstrate our social value in monetary terms using the Housing 
Associations’ Charitable Trust (HACT) value bank, which calculates the value 
of outcomes from activities. This is an accredited methodology widely used in 
the housing sector to demonstrate social value and impact. 

  
6.3 Implementation of the Community Plan will be led by the Director of Housing, 

the Housing Options Manager and the Older Persons Services Manager.  
  
7. Next steps 
  
7.1 The supporting delivery plans each have an action plan, and implementation 

of actions from these plans will commence immediately.  
  
7.2 Progress against the delivery plans will be monitored via action plans and key 

performance indicators. At its away day in February 2018 the Board reviewed 
the proposed reporting cycle and format which will provide a high level view of 
progress against the delivery plans and therefore the overall Strategic Plan. It 
is anticipated that the reporting cycle will commence from Q1 2018/19. 

  
8. Risk Management 
  
8.1 There are a number of risks and interdependencies between the various 

strands of the Strategic Plan; for example, it may be that improving the 
customer experience may require a level of financial investment which can 
only be made available by realising efficiencies and/or generating extra 
income.  
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8.2 There are many external factors which will affect our ability to achieve the 
aims of the plan and it must be recognised that over a longer horizon it will be 
necessary to revisit the plans from time to time to ensure that our aims remain 
ambitious yet achievable. Individual plans will be reviewed annually and a 
high-level Strategic Plan assurance report will be provided to the Board on a 
quarterly basis. 

  
9. HR Implications 
  
9.1 The Value for Money, Technology & Investment Plan recognises the need to 

invest in technology and how staff use it to ensure gains for the business are 
maximised, which will in turn have implications for training and recruitment. 
This plan relies on the development of a culture of high performance and 
continuous improvement throughout the business, and this will be supported 
by the action plan. A key feature of the plan is better use of business 
intelligence to drive business decisions, and we will need to ensure that as an 
organisation we have adequate skills and capacity to deliver this. 

  
9.2 The Leadership Plan focuses on developing a culture of leadership and 

strategic vision, led by the Board and senior managers. This will need to be 
supported by training and recruitment where appropriate. 

  
9.3 The Community Plan focuses on partnerships that deliver for our communities 

and the development of a culture of community leadership. As part of this plan 
we will need to look at how we might deliver services differently. We will need 
to ensure we have the right skills and organisational structure in place to 
support these aims. 

  
10. Legal Implications 
  
10.1 There are no specific legal implications to this report. 
  
11. Financial Implications 
  
11.1 The CBH Business Plan, which is progressing in parallel to the development 

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

  
11.2 Successful delivery of the whole Strategic Plan will require a certain level of 

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

  
12. Value for Money 
  
12.1 In recognition of the importance of value for money for the future of the 

business, it is one of the key themes in the Strategic Plan and the primary 
focus of the Value for Money, technology & Investment Plan.  
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13. Health & Safety Implications 
  
13.1 There are no specific health & safety implications to this report. 
  
14. Equality & Diversity Implications 
  
14.1 An Equality Impact assessment has been carried out for each plan. 
  
15. Residents at the Heart 
  
15.1 Residents are at the very heart of the Strategic Plan of which these delivery 

plans form a part, and making a difference in our communities is a particular 
focus in the Community Plan.  

  
15.2 Customer feedback has informed the shape of the plans, in particular the 

STAR survey 2016 results. We also consulted with residents on the overall 
Strategic Plan as outlined to the Board previously. The STAR 2018 will 
provide us with further useful feedback to be incorporated into our action 
plans. 

  
16. 
 

Decision Required? 
 

16.1 Yes 
  
17. Appendices  

 

 Appendix 1 - CBH Value for Money, Technology & Investment Plan 

2018-22 

 Appendix 2 – CBH Leadership Plan 2018-22 

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

 

This community plan sets out our approach to developing our relationship with 
our residents and the local community.  We will support and take advantage 
of existing local resources to develop existing Community assets within the 
Borough.   

Colchester Borough Homes manages social housing in a number of wide 
ranging neighbourhoods across the Colchester Borough.  These range from 
large housing estates to small clusters of homes in rural villages.  

We know that the housing that we manage makes a significant impact on its 
local community.  We want to support our residents to contribute to their 
neighbourhoods and to look after themselves and their family. 

Through development of our services we will make them simple to access and 
understand. Using our resources (money and people) we will deliver positive 
outcomes to benefit local people.   

2. Strategic aims 

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

We plan to do this by serving our communities and delivering services 
that are valued by our customers. Focusing on our community work will 
help us develop the partnerships that deliver for our communities.  

We will develop our headline measure of developing partnerships that 
deliver for our communities by listening to our residents to identify local 
solutions. 

The aims of this plan are therefore to: 

 To raise awareness of our work in the community 

 To make a difference in our communities 

 To bring together organisations and residents for the benefit of 

the community  

Our ambition by 2022 

Our aim is become a community enabling leader for Colchester. 

To deliver this we will need to show that: 

 Others recognise the difference we make in our local communities 

 We provide opportunities for residents to help themselves 
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 We contribute to better outcomes for our communities by working 

with others 

3. How we will achieve our aim  

We plan to achieve our aim of strengthening communities in Colchester by: 

 Raising awareness of our work in the community 

 Supporting community-led groups to promote resilience 

 Enabling residents to help themselves 

 Working more effectively with partners 

This will be supported by the projects and work streams in the Community 
Action Plan which accompanies this document. 

4. How we will measure progress 

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

 Staff survey question on CBH’s impact in the community 

 The value of our social impact on communitiesi 

 Outcomes from a range of activities that reduce social barriers 

and develop skills. 

Given the qualitative nature of what is covered in the plan there will be more 
emphasis on reporting against specific workstreams.   

5. Consultation  

The CBH Strategic Plan 2017-22 gives overall direction to this plan. During its 
development we consulted with: 

 Resident Focus Group 

 CBH Board 

 CBC Staff, July 2017 

 CBC Senior Management Team & Directors Management Team 

 Colchester voluntary services – Community 360 

 Local strategic partners – One Colchester 

6. References 

Essex County Council Strategic Plan 

CBC Community Plan 
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CBC Strategic Plan 

7. Related documents 

The CBH Medium Term Delivery Plan 2018-22 sets out how we will deliver 
services to the community on behalf of Colchester Borough Council to fulfil 
our management agreement obligations. 

The CBH Customer Plan sets out how we will use customer insight to deliver 
services that reflect the needs and diversity of our customers. This is 
supported by our Resident Insight & Engagement strategy to develop our 
knowledge of our customers and demand for local services. 

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

The CBH Business development plan shapes how we will change the delivery 
of our services and generate income to support our work in the community 

The CBH Value for Money, Technology & Investment Plan guides how we will 
work more efficiently and invest savings and new income for the benefit of the 
community 

CBH People Plan sets out how we will ensure our staff can make a difference 
in the community. 

CBH Leadership Plan sets out to show we can be trusted as an organisation 
by demonstrating real accountability to our customers. 

Our Estates strategy will support this Community plan by engaging with local 
people to understand better how physical improvement might improve 
perception of safety and well-being.  
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Community action plan 

 18/19 target Latest Status 

Staff survey question on CBH’s 
impact in the community 

   

Social Return on Investment     

Highlights 

  

Forward look 

Key risks/issues/support required 
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Completed  

In progress/on target  

Cancelled / on hold  

Unlikely to achieve target  

Not started/behind schedule/below target  

 

 

Focus Actions/projects/workstreams Lead 
Due 
by 

Success measure 
Progres

s 
Notes 

Raising 
awareness of 
our work in the 
community 

Draft and implement a 
communications plan to 
promote our work and impact in 
the community to local partners. 

KL 
Sept 
2018 

Communications in 
place.  

  

Measure and publicise the 
value of our impact on the 
community  

KL 
March 
2019 

Value of Community 
improvements measured 
(e.g. HACT) and 
publicised as part of 
communications plan. 
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Focus Actions/projects/workstreams Lead 
Due 
by 

Success measure 
Progres

s 
Notes 

Raise staff awareness of CBH’s 
community impact so they can 
be ambassadors. 

KL 
Sept 
2018 

Improvement in staff 
survey response about 
CBH’s impact in the 
community. 

  

Supporting 
community-led 
groups to 
promote 
resilience 

Enable those working in the 
community to support early 
intervention for those at risk of 
homelessness 

TB 
Sept 
2018 

New advice and 
information resources   

  

Develop our Volunteering offer  HR 
Sept 
2018 

New offer developed with 
Community360 

  

 Support community, parish and 
neighbourhood plans 

HM 
Dec 
2018 

Staff involvement in 
community plans     

 
New Housing 
Manager 

 Empowering communities to 
develop support services HM 

March 
2019 

Outcomes from resident 
engagement  & 
development 
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Focus Actions/projects/workstreams Lead 
Due 
by 

Success measure 
Progres

s 
Notes 

Enabling 
residents to 
help 
themselves 

Deliver money awareness 
initiatives for residents. 

HM/Y
D 

March 
2019 

Community Money 
awareness development 

 

  

Support skills development to 
support residents to manage 
their homes. 

HM/Y
D 

Dec 
2018 

Training courses offered / 
referrals made 

STAR outcome:  

 

Range of training 
for residents to 
include on line, 
face to face and 
work with partners  

Help people access the internet 
KL/M
A 

Dec 
2018 

Increase in services 
delivered through online 
transaction 

 

Introduce access 
to broadband 
services for those 
living in flats. 
Training  

Provide employment skills and 
experience opportunities to 
local residents. 

HM 
March 
2018 

CBH work placements, 
volunteering 
opportunities, 
apprenticeships and 
trainee ships. 
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Focus Actions/projects/workstreams Lead 
Due 
by 

Success measure 
Progres

s 
Notes 

Working more 
effectively with 
partners 

Commission services differently 
when providing grant funding to 
enable maximum measurable 
impact. 

TB/KL 
June 
2018 

Revised monitoring 
processes in place for 
range of services  

  

Improve information and insight 
sharing with local organisations 
to benefit Communities. 

KL 
Sept 
2018 

New information sharing 
protocols in place. 

Community insight 
developed  

  

Improve partnership working to 
reduce handoffs & duplications. 

TB 
Dec 
2018 

New pathways & 
processes in place to 
reduce handoffs and 
duplication. 

 

Focus on 
homelessness 
prevention, 
expand to Support 
services 

Work with other organisations to 
develop skills for employment 

KL/H
M 

Dec 
2018 

Successful initiatives with 
Job Centre plus, 
"Signpost" and Adult 
education centres 
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i We will demonstrate our social value in monetary terms using the HACT value bank, which 
calculates the value of outcomes from activities. This is accredited methodology widely used 
in the housing sector to demonstrate social value and impact. 
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1. Introduction & purpose 

As a publicly owned company, good governance, leadership & accountability 
are essential to ensure we meet our aims and give confidence to our 
customers, partners and other stakeholders. This Leadership plan sets out 
our approach to achieving our mission of delivering great value services that 
make a difference. 

2. Strategic aims 

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

We plan to do this by serving our communities and delivering high quality 
services. This plan will help us ensure we have the effective governance 
and leadership in place to support us in achieving our headline measures of 
customer satisfaction, value for money and positive outcomes in the 
community. 

The aims of this plan are therefore: 

 To show we can be trusted to do what we say we will 

 To be clear about our organisational goals and how to achieve 

them. 

3. Our ambition by 2022 

Our aim is that this plan will help us ensure we have in place Leadership that 
inspires trust and confidence in CBH by 2022. 

To achieve this we will need to show that: 

 Our leadership inspires trust 

 We demonstrate real accountability to our customers and 

stakeholder 

 We maintain a strong focus on the future. 

4. How we will achieve our aim 

We plan to ensure we have in place Leadership that inspires trust and 
confidence in CBH by: 

 Developing high quality leadership & management 

 Demonstrating our commitment & contribution to the Council's 

strategic aims 

 Improving customer scrutiny 

 Ensuring our processes support effective decision-making 
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 Supporting a culture of leadership and strategic vision. 

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

5. How we will measure progress 

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

 % staff confident in the Directors Management Team’s Leadership 

 Stakeholder confidence in CBH’s leadership 

 Board skills required vs current Board Skills Matrix. 

6. Consultation  

Consultation has been carried out with the following: 

 Senior management 

 CBC 

 CBH Board 

 Colchester Borough Council senior officers 

 Mondrem UK (external consultant). 

7. References  

Governance report, Campbell Tickell, 2013. 

8. Related documents 

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

The CBH Medium Term Delivery Plan 2018-22 sets out how we will deliver 
services on behalf of Colchester Borough Council to fulfil our management 
agreement obligations. These include our obligations to ensure we are 
compliant with the appropriate legislative and regulatory framework. 

The CBH Business development plan shapes how we will change the delivery 
of our services and generate income to ensure the business is sustainable. 

The CBH Value for Money, Technology & Investment Plan guides how we will 
work more efficiently and invest savings and new income for the benefit of our 
customers. 
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CBH People Plan sets out how we will ensure our staff are able to support the 
business going forward. 

The CBH Customer Plan sets out how we will focus the business on delivery 
of the services our customers need, including using customer insight and 
engagement to improve what we do.  

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

 Target 18/19 Current Status 

% staff confident in the Directors 
Management Team’s Leadership 

   

Stakeholders’ confidence in CBH’s 
Leadership 

   

Board Skills required vs Current 
Board Skills Matrix (1-4) 

   

Highlights 

 Clear definition of Board’s role will be key to enable 

other action within the plan. 

Forward look 

 Board Away day 15th Feb 2018 

Key risks & issues 

 Chair to be recruited for Oct 2019 

 Level of CBC client function following CBC 

restructure 

Support/resources required 

 Angelique – many actions relate to HR and Governance. 
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Completed  

In progress/on target  

Cancelled / on hold  

Unlikely to achieve target  

Not started/behind schedule/below target  

 

 

Focus 
Actions/projects

/workstreams 

Lead Due by 
Success measure 

Progress Notes 

Developing high 
quality leadership 
& management 

External Review 
on Effectiveness 
of Board 

Head of HR 
& 
Governance Oct / Nov 2018 

Recommendations 
implemented/ 

 

Preferred 
consultant(s)  
 
New or same as in 
2013? 

Defining Role of 
Board and 
DMT/SMT to 
demonstrate 
Effective 
Leadership  

Chair / Chief 
Executive Dec 2018 

New Charter in place 

Board roles clearly 
defined - JAS 

 

 
 
 
Roles linked to 
Strategic Plan  
 
Board Champions? 

Further develop 
Skills Matrix and 
ensure 
appropriate 
training calendar 

Head of HR 
& 
Governance Jan – Mar 2019 

% identified gaps 
filled via recruitment 
& training 

 

Agree definition of 
Board’s roles and 
responsibilities 
required first. 
 
Skills gap analysis 

179



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

09b. Leadership Plan  8 

Focus 
Actions/projects

/workstreams 

Lead Due by 
Success measure 

Progress Notes 

in place – and 
one for 
DMT/SMT… 

 
Succession 
planning for 
Board 
members/Chair  

Head of HR 
& 
Governance Dec 2018 

Role descriptions 
and clear 
expectations defined 

 

 
Currently no input 
into CBC Cllr 
appointments to 
Board 

 
Develop effective 
working 
relationships with 
DMT and each 
other. Leading by 
example on 
Organisational 
Behaviours such 
as Respect and 
Loyalty 

Chair / Chief 
Executive Apr 18–Mar 23 

% Staff feel that 
CBH is run on strong 
values and principles 

 

 
 
 
 
Also within People 
Plan for DMT/SMT 
 
How to embed / 
maintain relationship 
between DMT/SMT 
and Board members 

Demonstrating 
our commitment & 
contribution to the 
Council's 
strategic aims 

Develop a new 
Medium Term 
Delivery Plan 
which reflects 
CBC's priorities 

 

 

DMT 
Apr 2018 

 

 

New Delivery Plan in 
place by April 2018 
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Focus 
Actions/projects

/workstreams 

Lead Due by 
Success measure 

Progress Notes 

Review CBC-
CBH liaison 
framework to 
ensure good 
relations are 
maintained and 
strategic goals 
are shared 

 

 

 

 

DMT 

Aug 2018 

 

 

 

New liaison 
arrangements in 
place 

 
 

 

 

 

 

To reflect CBC re-
structure and new 
governance 
arrangements 

 

 

Develop the role 
of Resident 
Board Members  

 

 

 

Chair 
Q3 2018 

 

 

Resident voice 
confidently 
represented at Board 

 
Mentoring 
programme, wider 
induction process 
etc.  Is role that of a 
Community Leader?  
Voice of the 
Resident?  Voice of 
the Board? 

Improving 
customer scrutiny Review 

governance 
arrangements to 
ensure 
appropriate levels 

 

 
April 2018 

 

 

 
Paper at next Board 
meeting? 
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Focus 
Actions/projects

/workstreams 

Lead Due by 
Success measure 

Progress Notes 

of Resident 
Engagement and 
scrutiny are in 
place. 

 

 

Director of 
Housing 

 

Residents Service 
and Scrutiny Panel in 
place 

Ensure decisions 
are underpinned 
by an effective 
risk management 

 

Director of 
Resources April 2019 

Board trained in risk 
assessment 

  

 
 
 
 
Ensuring our 
processes 
support effective 
decision-making 

Develop an 
exception-based 
reporting 
framework for 
operational & 
compliance 
matters 

 

 

Head of 
Finance & 
Performance 

 

 

 

April 2019 
New framework in 
place 

  

Reduce the 
number of non-
strategic items at 
Board and align 
agendas to the 
new Strategic 
Plan 

 

 

Head of HR 
& 
Governance 

 

 

 

April 2018 
% board decisions 
made electronically 
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Focus 
Actions/projects

/workstreams 

Lead Due by 
Success measure 

Progress Notes 

Supporting a 
culture of 
leadership and 
strategic vision 
 

Ensure staff are 
aware of the role 
they have to play 
in delivery of the 
Strategic Plan 
Objectives DMT/SMT March 2018 

Achieving the goals 
of the Strategic Plan 
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Please list all methods used.  These could include 
Housing News & Views CBH website, intranet, 
facebook/twitter, staff newsletter, emails to all staff, 
circulation to DMT, e-brief, presentations to staff, 
staff inductions, cascaded to staff via SMT etc.   

Please also ensure that the Service Development 
Manager has a final copy which can be stored 
securely. 

Equality Impact 
Assessment:  

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

Versio
n 

Type Date Notes  

0.1 Draft May 
2017 

Initial draft for DMT away day 

0.2 Draft July 
2017 

GM amends to reflect updated draft 
strategic plan 

0.3 Draft Sept 
2017 

Amends by Director of Resources based 
latest KPIs 

0.4 Draft Jan 
2018 

Amendments and completion of Action 
Plan completed by Matt Armstrong (based 
on discussions with Michael Hadjimichael 
and Angelique Ryan) 

0.5 Draft Jan 
2018 

KPIs & related documents updated 
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1. Introduction & purpose 

Achieving value for money means finding the best possible balance between 
keeping costs low and quality high for our residents. For the purposes of this 
plan, value for money is the delivery and investment of cashable savings 
which we will be able to invest into delivering the best outcomes for our 
customers and communities. This value for money, technology & investment 
plan is a key element in developing a smarter approach to the way we 
work, which we have identified as an important factor in achieving our 
mission to deliver great value services that make a difference. 

2. Strategic aims 

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

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

The aims of this plan are therefore to: 

 To invest money in a way that helps customers and communities 

 To use technology to do things better 

 To get the most for the money we spend. 

3. Our ambition by 2022 

We are already a low cost organisation: in 2015/16 we had the lowest housing 
management costs, the lowest overheads and the third lowest repair and void 
costs per property in the Eastern region. Our challenge over the next 5 years 
will be to achieve savings, efficiencies and additional income that will allow us 
to invest in our services for the benefit of our residents, potential new 
business partners and staff. Our aim is that by focusing on value for money, 
investment and technology we will maintain costs per property in the lowest 
25% in the Eastern region between now and 2022. 

To deliver this we will need to demonstrate that: 

 We achieve better outcomes for our customers through 
investment 

 We use technology to work better 

 We provide high quality, cost-effective services 
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4. How we will achieve our aim 

We plan to achieve our aim of maintaining the cost per unit at or below current 
levels by: 

 Investing for the benefit of customers and communities 

 Using technology to work smarter 

 Basing decisions on business intelligence 

 Directing resources to where they are needed most 

 Ensuring our processes are efficient 

 Supporting and a culture of high performance and continuous 
improvement. 

5. How we will measure progress 

We will monitor progress via the Value for Money, Technology and Investment 
Action Plan which accompanies this document.  

In addition, we will track a number of indicators which will help us to monitor 
whether we are on track to remain a low cost provider whilst investing in 
service quality: 

 Cost per property 

 % staff whose productivity has improved with technology 

 £ reinvested per property. 

6. Monitoring delivery 

The Head of Finance and Performance will be responsible for the action plan 
and will report progress and actions undertaken throughout the business bi-
annually to DMT. The action plan will be approved by the Finance and Audit 
Committee annually, and progress reported annually to Board.   

The Board will receive a progress report from the Director of Resources 
annually. 

The Head of Finance and Performance will compile data for reporting to the 
newly-formed Service Improvement Panel. 

The Head of Finance and Performance will be responsible for maintaining a 
log to record savings achieved and will report progress quarterly to DMT. 

Unlike our Registered Provider counterparts, we are not required to report on 
value for money to the social housing regulator. We are, however, committed 
to undertaking regular review and assessment as best practice, and will 
provide a summary assessment Colchester Borough Council on an annual 
basis. 
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7. Consultation  

Consultation has been carried out with the following: 

 Colchester Borough Council 

 Staff 

 Board 

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

8. References  

HouseMark final report 2016-17. 

9. Related documents 

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

The CBH Medium Term Delivery Plan 2018-22 sets out how we will deliver 
services on behalf of Colchester Borough Council to fulfil our management 
agreement obligations. This plan will guide us and help us to demonstrate 
how we are able to continue to deliver our obligations as a low-cost, high 
value provider. 

The CBH Business development plan shapes how we will invest in income 
generation and create revenue which we can reinvest in the business 

The CBH Customer Plan guide how we need to invest in improving our 
services for customers. 

The CBH People Plan sets out how we will invest in our staff to ensure they 
are supported to deliver maximum value for money for our income. 

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

The CBH Leadership Plan sets out how the Board and management of the 
company will be supported to set and follow the strategic direction of the 
company, including ensuring our stewardship of finances and making prudent 
investment decisions.  
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Document control sheet 

Title:  
Value for money, technology & investment plan 
2018-2022 

 

Electronic File 
Name & location:  

https://colchbh.sharepoint.com/sites/fnc/dmtsmt/Strat
egic Delivery Plans/Value for Money Technology & 
Investment Plan.docx 

Consultation with 
stakeholders:  

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

 Colchester Borough Council 

 Staff 

 Board 

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

 

Approved:  CBH Board, XXX (TBC) 

Next Review date: Date and month of next review. 

Circulation 
method:  

Please list all methods used.  These could include 
Housing News & Views CBH website, intranet, 
facebook/twitter, staff newsletter, emails to all staff, 
circulation to DMT, e-brief, presentations to staff, 
staff inductions, cascaded to staff via SMT etc.   

Please also ensure that the Service Development 
Manager has a final copy which can be stored 
securely. 

Equality Impact 
Assessment:  

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

Document amendment history 

Version Type  Date Notes 

0.1 Draft April 
2017 

First draft by Michael Hadjimichael 

192



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

09c. Value for Money Technology & Investment Plan  7 

Version Type  Date Notes 

0.2 Draft April 
2017 

Draft with amendments suggested by 
Gerardine Murphy.  

0.3 Draft May 
2017 

Further amendments by Gerardine 
Murphy. Placed in corporate document 
format 

0.4 Draft June 
2017 

Amends by Gerardine Murphy based on 
current draft strategic plan, “plan on a 
page” and DMT away day May 2017 

0.5 Draft Sept 
2017 

Amends by Director of Resources based 
latest KPIs 

0.6 Draft Nov 
2017 

Reviewed Action Plan 

0.7 Draft Dec 
2017 

Further review following DMT/SMT 
comments 

0.8 Draft Dec 
2017 

Related documents section completed 
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Value for money, technology & investment action plan 

 18/19 target Latest Status 

Cost per Property    
% Staff whose productivity has 
improved with technology 

   

£ Invested     

Highlights 

  

Forward look 

Key risks/issues/support required 
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Completed  

In progress/on target  

Cancelled / on hold  

Unlikely to achieve target  

Not started/behind schedule/below target  

 

 

Focus 
Actions/project
s/workstreams 

Lead Due by Success measure Progress Notes 

Investing for 
the Benefit of 
Customers and 
the Community 

Embed the new 
Performance 
Management 
Framework 
(Corporate 
Scorecard) 

Business 
Intelligence 
& Service 
Improvement 
Manager 

April 2018 

Low cost per 
property 

Increasing 
customer 
satisfaction. 

 

 
Linked to 
Housemark 
Submission 

Prioritise & 
earmark specific 
investment 
projects and how 
they will be 

Head of 
Finance & 
Performance 

September 
2018 

£ Invested  

Resident feedback 
/ compliments 

 

 

All SMT to have a 
wish list of service 
enhancements 
(both internal and 
external) with a 
business case 
template to be 
completed.  Panel 
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Focus 
Actions/project
s/workstreams 

Lead Due by Success measure Progress Notes 

funded from 
efficiencies 

to be set up to 
consist of key 
Service Heads. 

Investigate the 
emergence of 
social value 
reporting and 
consider options 
for reporting to 
DMT, the Board, 
and publicly 

Head of 
Finance and 
Performance 

March 2019 

£x of social value 
compared to cost 
of service 
provision (i.e £4 of 
social value for 
every £1 of 
overhead) 

 

This will be the key 
performance 
measure for the 
Community Plan. 

Using 
technology to 
work smarter 

Produce a 
Technology Plan 
covering the 
investment, 
resources, 
training and 
organisational 
structure 
required 

IT & Support 
Manager 

March 2018 
Progress measure 
for technology plan 

 

 
Transition to 
O365, 
Training 
Microsoft 
Dynamics 
Application 
Refresh.  Training 
a focus within the 
People Plan 
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Focus 
Actions/project
s/workstreams 

Lead Due by Success measure Progress Notes 

Basing 
decisions on 
business 
intelligence 

Creating 
synergies 
between 
Business 
Intelligence, 
Customer 
Insight, Service 
Improvement & 
ICT teams 

Head of 
Finance & 
Performance 

March 2019 
Service Plan 
developed with % 
Completion 

 

 
Understanding of 
what Service 
Improvement is 
and how this can 
be captured in 
cash terms 

Use best 
practice from 
housing sector 
and beyond to 
improve services 

SMT March 2020 

Number of 
processes 
reviewed using 
evidence of best 
practice 

 

More of a cultural 
shift of mindset 
here and to have 
our Service 
Improvement 
programme 
embedded within 
CBH. 

Develop and 
Implement 
approach to 
Cost/benefit 
assessments, 
business cases 

Head of 
Finance & 
Performance 

September 
2018 

Number of 
cost/benefit 
assessments & 
business cases 

 

 
Needs to be 
developed for all 
non-budgeted 
activities 
(especially Service 
Improvement 
initiatives) 
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Focus 
Actions/project
s/workstreams 

Lead Due by Success measure Progress Notes 

Directing 
resources to 
where they are 
needed most 

Use 
benchmarking 
strategically  

Head of 
Finance & 
Performance 

March 2019 

Areas of focus 
identified & aligned 
with strategic 
priorities & 
investment plan 

 

How we report 
Corporate 
Scorecard, rolling 
year targets, using 
model for annual 
£/Property target 

Clear direction 
from CBC and 
target driven 
Medium Term 
Delivery Plan 

DMT March 2018 MTDP Targets   

Future Proofing 
the 
accommodation 
needs of CBC 
(and CBC) 

DMT 2020 

Desk occupation 
rate/accommodati
on 
costs/alternative 
solutions 

  

Ensuring our 
processes are 
efficient. 

How to capture, 
report and 
communicate 
VFM & Return 
on Investment 

Head of 
Finance & 
Performance 

September 
2018 

£ target for each 
service/company 
wide 
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Focus 
Actions/project
s/workstreams 

Lead Due by Success measure Progress Notes 

Supporting 
and a culture 
of high 
performance 
and 
continuous 
improvement. 

Training and 
development to 
promote a Value 
for Money 
culture within 
CBH 

 

Director of 
Resources & 
Head of 
Finance and 
Performance 

March 2018 

Part of Induction 
and recruitment 
process, PADS, 
reporting etc. 

 

 
 
Staff think in a 
VFM way. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:   24 April 2018 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 9 
 
SUBJECT: Strategic Risk Register 
 
REPORT BY:  Michael Hadjimichael, Director of Resources 
    01206 507815   
     Michael.hadjimichael@cbhomes.org.uk 
 
 
FOR DECISION 
 
1. Purpose  
  
1.1 
 
1.2 

To approve the Strategic Risk Register and progress on mitigating actions. 
 
For the Board to suggest and consider any emerging risks that should be 
included on the Strategic Risk Register. 

  
2. Background & Content  
  
2.1 The Board approved a revised Risk Management Strategy at its meeting on 

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

  
Strategic Risk Register 

2.2 
 
 
 
2.3 
 
 
2.4 
 
 
 
2.5 
 
 
2.6 
 

The strategic risk register was presented at the most recent Board meeting on 
22 February 2018 and Finance & Audit Committee on 8 March 2018.  No new 
emerging risks were identified by the Board at that meeting. 
 
The register can be found at Appendix 1. 
 
New Risks 
No new risks have been separately identified by management since the last 
Board Meeting on 22 February 2018. 
 
Removed Risks 
No risks have been removed from the register since the last meeting. 
 
Progress on Further Actions: 
All identified actions remain in progress and are reviewed monthly by the 
DMT. 
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3. Financial Implications 
  
3.1 Robust risk management and financial management is required to ensure that 

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

 
Value for Money Implications 

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

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

 
HR Implications 

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

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

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

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

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

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

 
8. 

 
Risk Management 

  
8.1 
 
 
 
8.2 

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

  
9. Appendix 
  
9.1  Appendix 1 – Strategic Risk Register  

 Appendix 2 – Risk Heat Map 

 

202



CBH Risk Register - Strategic Risks

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

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

Consider system options for new business. Ongoing

Properly resourced initiatives.  Ongoing

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

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

Ongoing

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

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

Ongoing

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

In Place

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

Develop Action Plan to manage the impact of the new regulations TBC
CBC engaged in discussions around demand and supply of affordable 
housing 

Ongoing

Review of approach to Temporary Accommodation Ongoing

Develop communication and information plan Ongoing

10

The Legislation comes into effect from 1 April 2018. The Housing Options team has been 
restructured with the requirements of the new legislation taken into consideration. C.£500k 
grant funding for prevention initiatives received by CBC.  MHCLG have reviewed CBH's 
implementation plans and readiness for the 1 April and are comfortable with the progress 
made.  The score on this risk will be reviewed during 2018, once the effectiveness of these 
measures is known.

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

Economic/  
Reputational 15

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

15

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

10 10

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

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

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

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

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

Economic/  
Reputational 15

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

12 94 Strategic Impact of Welfare Reform adversely affecting the 
ability to collect rents from tenants

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

Economic/  
Reputational 16

Maintaining the regular liaison meetings at all levels. Chief Executive keeping a 
watching brief that these are maintained and effective. 6

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

Ongoing 43 Strategic Relationship with CBC not maintained or effective

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

Reputational 12

6

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

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

9

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

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

New Trading Opportunities Detract from Core 
Business,  and insufficent income achieved through 
new ventures and may compromise the viability of 
the CBH in the medium term

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

Reputational/  
Professional/  

Economic

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

12 9

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

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

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

Technological / 
Economic and Financial 

/ Reputational

Item 9 Appendix 1
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CBH Risk Register - Heat Map

Current Score

10 13 15 16

6 9 12 14

4 5 8 11

1 2 3 7

Li
ke

lih
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d

Impact

ICT Support 
Arrangements

with CBC

Relationship with 
CBC not 

maintained or 
effective

New Trading 
Opportunites 

detract from core 
business

Government 
Policy impact on 
fin. viability of 

CBH

Impact of Welfare 
Reform

Homelessness 
Reduction Bill

Item 9 Appendix 2
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  24 April 2018 
 
TIME:   5.30pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 10 
 
SUBJECT:  Business Opportunities Panel Terms of Reference  
 
REPORT BY: Owen Howell 
    (01206) 282518   
     owen.howell@cbhomes.org.uk 
 
FOR DECISION 
  
 
1. Decision required 
 
1.1 
 

 
Board are asked to approve updated terms of reference for the Business 
Opportunities Panel. 

  
2. Purpose of report  
  
2.1 This report details the need for the Business Opportunities Panel (BOP) to 

update its Terms of Reference in light of the creation of the CBH Strategic 
Plan, and particularly the Business Development Plan which forms one of its 
delivery plans. 

  
3. Background & Content 
  
3.1 Point 3.3 of Item 3 from the Business Opportunity Panel’s 5 February meeting: 

 
‘The Business Development Plan 2018-22 sets out the high-level framework 
within which the company will seek to deliver that increased income.  It is 
anticipated that the [Business Opportunities] Panel will play a key role going 
forward in the governance and monitoring of delivery against the actions in this 
Plan.’ 

  
3.2 The Panel was therefore asked to consider how best to encapsulate, within its 

Terms of Reference, this development of its role. The draft Terms of Reference 
at Appendix 1 has had the addition of two new points at 3.2(b) and (c) as one 
possible approach to covering this: 
 
(a) to monitor performance indicators and delivery against actions within the 

Business Development Plan. 

(b) to monitor performance against any revenue targets which Board and the 
Directors Management Team might set. 
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3.3 The Panel recommended that these additions be made. 
  
3.4 A new paragraph at 3.1 is suggested as an overall summary of the Panel’s 

purpose: 
 
3.1 The Business Opportunities Panel was established to assist the 

Company to undertake trading activities so as to generate funds to be 
used in support of core services. The Panel has an important role in 
maximising the success of the Company’s commercial activities and 
reducing the risk of trading activities undermining the core work of the 
Company. 

  
3.5 A new 8.3 is recommended by the Panel to state that: 

 
8.3      The Panel shall make whatever recommendations to the Board it 

deems appropriate on any area within its remit where action or 
improvement is deemed necessary. 

  
4. Business Opportunities Panel Terms of Reference 
 
4.1 

 
The amended Business Opportunities Panel Terms of Reference are included 
with this report as Appendix 1. Board is invited to examine these, evaluate the 
recommended additions and to discuss any suggestions for further 
amendments and additions. 

   
5. Risk Management 
  
5.1 The Panel has a duty to evaluate the risks relating to all new trading 

opportunities that it examines. It also has a duty to be mindful of the 
Company’s Strategic Risk Register (and Emerging Risk Register) and the 
potential effects to these which may be caused by trading decisions. 

  
6. HR Implications 
  
6.1 None 
  
7. Legal Implications 
  
7.1 None 
  
8. Financial Implications 
  
8.1 The continuing financial viability of CBH will be affected by decisions regarding 

trading, and the monitoring and oversight of trading activity. The Panel is likely 
to play an important role in this and so the setting of appropriate Terms of 
Reference will help to ensure that positive financial implications are maximised 
and negative implications mitigated or avoided. 
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9. Value for Money 
  
9.1 Ensuring effective oversight of new business opportunities will allow us to 

achieve and provide value for money, both for ourselves and for clients 
(whether CBC, tenants or outside clients). 

  
10. Health & Safety Implications 
  
10.1 None 
  
11. Equality & Diversity Implications 
  
11.1 None 
  
12. 
 
12.1 
 
 
 
 
13. 
 
13.1 
 
 
14. 

Residents at the Heart 
 
It is vital that any expansion in trading does not damage the service we provide 
to our tenants. By specifically detailing the BOP’s role in advising on risks, this 
will help identify any potential impact that trading could have on our core 
services. 
 
Decision Required? 
 
Yes. Approval of the updated Business Opportunities Panel Terms of 
Reference. 
 
Appendices 

  
14.1 The following documents are appended to this report: 

 

 Appendix 1 – Business Opportunities Terms of Reference 

 Appendix 2 – CBH Trading Protocol 
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Business Opportunities Panel 
Terms of Reference 

 
 

1. Membership 
 
1.1 The Panel shall consist of at least three members of the Board of Colchester 

Borough Homes (‘the Board’), who will be appointed by the Board, and at least one 
member of the executive management team, who will be appointed by the Chief 
Executive. 
 

1.2 Additional members of the panel may be added as required, which may include 
individuals from outside of the organisation.  Agreement for additional members is 
to be sought from the Chair of the Board.  Fees may be paid to external members, 
as agreed by the Board, from time to time. 
 

1.3 Membership of the Panel will ensure that Executive and appointed Board Members 
will always be in the majority on the panel. 

 
1.4 Panel members will abide by the Board Member Code of Conduct and Staff Code of 

Conduct as appropriate. 
 

2. Chair 
 
2.1 The Chair of the Panel shall be appointed by the Board, and also be a member of 

the Board, and will have the relevant skills required.  
 

2.2 A Vice Chair (also a member of the Board) is to be appointed by members of the 
Panel. 

 

3. Statement of Purpose 
 
3.1 The Business Opportunities Panel was established to assist the Company to 

undertake trading activities so as to generate funds to be used in support of core 
services. The Panel has an important role in maximising the success of the 
Company’s commercial activities and reducing the potential risk of trading activities 
undermining the core work of the Company. 
 

3.13.2 The purpose of the Panel is:  
 

(a) to seek and promote new trading opportunities. 

(b) to monitor performance indicators and delivery against actions within the 
Business Development Plan. 

(a)(c) to monitor performance against any net additional revenue targets which 
Board and the Directors Management Team might set. 

(b)(d) to provide advice and recommendations to the Board with regard to the 
opportunities for new business. 

(c)(e) to initiate projects to research and evaluate opportunities. 
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(d)(f) to authorise new business opportunities where permitted with regard to the 
Trading Protocol between Colchester Borough Council and Colchester 
Borough Homes (CBH). 

(e)(g) to authorise trading for contracts worth up to £150k, as in line with the 
Trading Protocol. 

 

4. Responsibilities of the Panel 
 
4.1 Research and Evaluation  
 

(a) Consider research into the market place, evaluate the resources required and 
assess the viability of new business initiatives.   

(b) Evaluate opportunities in accordance with the Colchester Borough Homes 
Trading Strategy evaluation matrix where appropriate.  

 
4.2 Risk Assessment 
 

(a) Consider the general, operational, reputational and financial risks of each 
opportunity. 

(b) Compile a risk assessment and report on the risk judgement for each 
opportunity. 

  
 
 
4.3 Progress of Trading Initiatives 

 
(a) The Panel will consider the progress of business initiatives to inform decision 

making on future opportunities.  (It is noted that operational and financial 
reporting will be monitored by the Finance & Audit Committee). 
 

4.4 Advisory Role 
 
(a) To make recommendations, as deemed appropriate, to Board regarding both 

the opportunities for new business, as well as potential risks and mitigations of 
these risks. 

(b) To advise Board Committees as to how their governance functions could be 
affected by expansions in trading activities. 

(c) To make recommendations to Board Committees if changes to a Committee’s 
Terms of Reference are identified as being necessary to allow effective 
oversight of new business projects and the effect they have on CBH. 

 
4.5 General Responsibilities 
 

(a) To maintain a work programme that is reviewed annually. 
 

5. Authority 
 
5.1 The Panel is established by the Board under Article 23(1) of the CBH Articles of 

Association. 
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5.2 The Panel is authorised by the Board to investigate any activity within its terms of 

reference. It is authorised to seek any information it requires from any employee 
and all employees are directed to co-operate with any request made by the Panel. 

 
5.3 The Panel is authorised by the Board to obtain outside legal or other independent 

professional advice and to secure the attendance of those with relevant experience 
and expertise if it considers this necessary. 

 
5.4 The Panel will operate with regard to any Trading Protocol between Colchester 

Borough Council and CBH as appropriate. The Panel is authorised by the Board to 
initiate any project plans for new initiatives. The Trading Protocol will determine 
what business opportunities the Panel is able to authorise and which should be 
escalated to the Board for approval. The Panel is therefore currently permitted to 
authorise trading for contracts valued at up to £150k.     

 

6. Meetings 
 
6.1 The Panel shall meet at least quarterly, or as deemed necessary by the Chair.  
 
6.2 The Board Assurance Officer shall ensure that all meetings are minuted and the 

minutes circulated to all Panel members within ten working days of the meeting. 
 

7. Quorum 
 
7.1 The quorum for meetings shall be two members, including the Chair or Vice Chair. 

 
7.2 In the event of a Committee/Panel member being unable to attend a meeting, they 

must notify the Chair of the Committee or Panel as soon as possible. If this absence 
will endanger the ability of the Committee/Panel to achieve a quorum, the Chair will 
then ask the Board Assurance Officer to inform Board Members that a Member is 
being sought for co-option to the Committee for that meeting and to request that 
volunteers express their interest. Where more than one Board Member volunteers, 
the Chair of the meeting shall then select which Board Member to co-opt. 

 

8. Monitoring 
 
8.1 The minutes of each Panel meeting will be reported to the Board at the next 

available meeting. 
 
8.2 The Chair of the Panel shall, at his or her discretion, report any other urgent and/or 

relevant matters to the Chair and/or Board. 
 

8.3 The Panel shall make whatever recommendations to the Board it deems 

appropriate on any area within its remit where action or improvement is 

deemed necessary. 

8.2  
 
8.4 The Chair of the Panel will present an annual report on the Panel’s activity to the 

Finance & Audit Committee. 
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1. Introduction & purpose 
 
Colchester Borough Homes and Colchester Borough Council 
recognise that robust and speedy decision-making is vital when 
operating in a commercial environment. 
 
The purpose of this protocol is to assist Colchester Borough 
Homes in responding appropriately to commercial opportunities, 
within the framework of the Colchester Borough Homes 
management agreement. 
 
 

 

2. Evaluation of trading opportunities 
 
Following preparation of a detailed business case, a trading 
opportunity evaluation matrix will be completed for each 
commercial proposal. 
 
The evaluation matrix will provide an estimate of: 
• the financial value of the opportunity,  
• the overall level of risk presented by the opportunity (high, 

medium or low) 
• any up front or contingency funds required 
• any additional resources required from CBC, including the use 

of third party resources such as IT suppliers. 
   
These variables will then be used to establish the level of decision-
making authority required as set out below.  
 

3. Decision making process 
 
Before calling upon the formal decision-making process CBH/CBC 
will proceed based upon the following approach: 
 

• All opportunities to trade will be raised for discussion at an 
appropriate officer liaison meeting on a ‘no-surprises’ basis. 

• The risk assessment framework (to be used at the evaluation 
stage) will be jointly agreed by CBH/CBC. 

Colchester Borough Homes Trading Protocol - October 2013  3 
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• CBH/CBC will develop a ‘joined-up’ approach to developing 

trading initiatives and will avoid competing with each other 
for a trading opportunity. 

 
Authorisation to proceed with the opportunity will be required from 
the highest level of authority indicated in the tables below, in the 
following order: 
 

1. CBC 
2. CBH Board 
3. CBH Business Opportunities Panel (BOP) 
4. CBH Directors Management Team (DMT) 

 

3.1 Annual value of trading opportunity 
 
Turnover (£K 
pa) 

Low risk Medium risk High risk 

0-50 DMT DMT DMT 
50-150 DMT BOP Board 
150-250 BOP Board Board & CBC 
250+ Board & CBC Board & CBC Board & CBC 
Likely to take 
aggregate of 
activities over 
Teckal 
threshold 

Board & CBC Board & CBC Board & CBC 

 

3.2 Up front and/or contingency funding required: 
 
Value (£K) CBH Funds HRA Funds 

(non-CBH) 
General Fund 

0-20 DMT DMT & CBC DMT & CBC 
20-50 DMT DMT & CBC DMT & CBC 
50-150 BOP DMT & CBC DMT & CBC 
150-250 Board DMT & CBC DMT & CBC 
250+ Board & CBC DMT & CBC DMT & CBC 
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3.3 Length of contractual arrangement 
 
Not applicable DMT 
Up to 2 years DMT 
2-5 years BOP 
Over 5 years (turnover under 50kpa) BOP 
Over 5 years (where annual turnover 
exceeds 50K) Board & CBC 

Beyond remaining term of management 
agreement Board & CBC 

 
 

3.4 CBC resources required for implementation (including 
third parties) 
 

None required Covered by existing 
SLA 

Not covered by SLA

DMT DMT CBC 
 
 

4. Process for CBC approval 
 
Where CBC approval is required, CBH will submit the full business 
case and trading opportunity evaluation to the Head of Commercial 
Services who will respond within 5 working days, setting out the 
time frame within which a decision will be provided in writing. 
 
The Head of Commercial Services will endeavour to provide a 
response within the shortest timescale appropriate to the Council’s 
decision-making process. 
 
 

5. Updating the protocol 
 
Any changes to the protocol relating to decisions requiring CBC 
authority will require the agreement of the Council’s Head of 
Commercial Services. 
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6. Related Documents 
 
• CBH Management Agreement 
• CBH Memorandum & Articles of Association 
• CBH Trading opportunity evaluation matrix 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  24 April 2018 
 
TIME:   5.30 pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 11 
 
SUBJECT: Information & Confidentiality Policy Update 
 
REPORT BY: Owen Howell, Board Assurance Officer 

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

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

Policy.  
  
2. Background 
  
2.1 The original Information & Confidentiality Policy was approved by the Board in 

April 2013 and has been updated annually. The Policy sets out the 
Company’s commitment to meeting its obligations under data protection 
legislation and the Freedom of Information Act 2000. It also codifies our 
resolve to comply with all applicable legislation and regulations which govern 
how we obtain and use personal data. 

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

data security and responding to requests for information made pursuant to 
data protection legislation and the Freedom of Information Act. 

  
2.3 This has been extensively modified in order to reflect our need to comply with 

the General Data Protection Regulation (coming into effect on 25 May 2018) 
and the likely content of the Data Protection Act 2018 (currently in Bill form 
and at report stage in the House of Commons). A ‘soft’ review was then 
carried out by Glenn Houchell and further clarifications and additions made. 

  
3. Updates to the Policy 
  
3.1 The updated Policy can be found at Appendix 1. In addition to minor 

amendments and language changes, the main substantive amendments 
recommended are: 

 Additions and amendments to the Glossary 

 Updating of references to remove Data Protection Act (1998) and include 
references to the GDPR and the soon-to-be-enacted Data Protection Bill. 
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 Extra information on the commitment and duty of CBH staff and Board 
Members to uphold data protection legislation and best practice 

 Updating of the principles of data protection 

 Greater clarity as to how and why CBH shares data 

 Explanation of the statutory duty to appoint a Data Protection Officer 
(DPO) and their role at CBH 

 Removal of section detailing registration with the Information 
Commissioner’s Officer (ICO) (no longer necessary) and replacement with 
a section explaining how to contact our DPO and how to seek assistance 
from the ICO. 

 Update of the Data Breach procedure and requirements 

 Addition of details regarding new rights granted to data subjects by the 
GDPR and current Data Protection Bill/Act. 

  
3.2 In addition, a suite of complimentary policies and procedures have been 

collected, updated or created and listed in Section 6 of this policy. These have 
not been included with this report, but are available to Board Members on 
request. These include CBC policies and standards to which we have a 
contractual duty to adhere (in the Management Agreement), a new Data 
Breach Procedure and reporting form and a rewritten Subject Access Request 
Procedure. 

  
4. Future Governance and Reporting 
  
4.1 Although not part of the review process for this Policy, the soft review stage 

produced the recommendation that Board should be asked to consider and 
discuss any views Members might have on how best to provide appropriate 
oversight as to our compliance with data protection legislation. 

  
4.2 Members are asked to consider the following options and provide direction on 

which they feel might be appropriate: 
 

 To follow the recommendation of our DPO and continue to include data 

protection/security as a risk item within the Strategic Risk Register review 

at each Board meeting. 

 An annual report from the DPO to Board or to F&A 

 Exception based reporting as an option to F&A. High-level details, more 

on request. Could be included as part of the Governance Report standing 

item. 

  
5. HR Implications 
  
5.1 There are no direct HR implications arising from this report. 
  
6. Legal Implications 
  
6.1 The recommendations for amendments show that CBH is mindful of all 

applicable legislation and regulations governing the use of data and 
information within the Company. A comprehensive Information & 
Confidentiality Policy assists officers and Board Members to adhere to this 
legislation and these regulations, reducing the likelihood of the legal 
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implications arising from non-compliance.  
  
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  
  
10.1 There is a significant financial and reputational risk to the Company of a 

serious data protection breach. The Information Commissioner has the 
authority to levy heavy fines or conduct enforcement actions. Concerning risk 
to the Company’s reputation, serious breaches are given a high profile in the 
media. This policy will help to prevent such a breach. 

  
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. Financial Implications 
  
12.1 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. The maximum fine for non-
compliance with the incoming GDPR will be the equivalent of €20million (or 
4% of global turnover, if this is higher), however it should be noted that this is 
an in extremis figure and that it is highly likely that the ICO would issue 
enforcement orders rather than levy heavily punitive fines, should non-
compliance be identified. 

  
13. Appendices 
  
13.1 Appendix 1 – Information & Confidentiality Policy (with tracked changes).  
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Glossary 

 

CBH Colchester Borough Homes 

Data 
Processing 

This refers to all collection, use, sharing and deletion of 
personal data.  

Data 
Protection 
Officer (DPO) 

Data protection officers are responsible for overseeing data 
protection strategy and implementation to ensure compliance 
with the requirements of GDPR and any other relevant data 
protection legislation. CBH is considered to be a public 
authority and therefore has a statutory duty to have a DPO. 

Data Subject The subject of personal data held by CBH. 

Data Subject 
Access 
Request 

A request for personal information, usually 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 

DPA 2018 Will supersede the DPA ’98 once enacted. Compliments 
GDPR, adds details and derogations (divergences from 
GDPR). 

FOI Freedom of Information 

GDPR General Data Protection Regulation/Regulation (EU) 
2016/679. A regulation in force from 25 May 2018 governing 
the collection and processing of personal data and including 
changes to data subjects’ rights. Supersedes the previous 
GDPR. 
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ICO Information Commissioner’s Office 

Midata A government scheme to let people safely access and use 
their personal data. 

NHF National Housing Federation 

PECR Privacy and Electronic Communications Regulations. These 
give data subjects specific privacy rights in relation to 
electronic communications. 

Personal 
Data 

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. 

Sensitive 
Personal 
Data 

This is personal data revealing racial or ethnic origin, political 
opinions, religious or philosophical beliefs, or trade union 
membership, and the processing of genetic data, biometric 
data for the purpose of uniquely identifying an individual, data 
concerning health or data concerning an individual’s sex life 
or sexual orientation. 

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. This policy gives an overview of our 
commitments in these areas, with further detail to be found in related policies 
and processes covering individual areas, such as data security, data rights, 
FoI requests etc. 

The following legislation governs how we maintain data privacy for individuals 
and make information available in the public interest: 

 Data Protection Act 1998General Data Protection Regulation 

 Data Protection Act 2018 (once this is in force) 

 The Privacy and Electronic Communications Regulations (PECR) 

 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 this policy or 
associated policies and procedures should request advice from the Board 
Assurance Officer who will provide guidance or refer their questions to the 
CBH Data Protection Officer or to the ICO. 

Please note that, from until it is superseded25 May 2018, the General 
Data Protection Regulation (GDPR) will alsoData Protection Act 1998 will 
apply. Colchester Borough Homes is continues working to ensure that 
the way in which we collect, store and process data complies with the 
GDPR. 

2. Data protection 

2.1 Introduction 

In order to carry out its our 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 and with our statutory duties. 

                                            

1 www.ico.gov.uk  
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We will ensure that we treat lawfully and correctly all personal information 
entrusted to us. All employees and Board Members of Colchester Borough 
Homes must comply with all data protection legislation and will: 

 Treat all personal data held and used by us as confidential 

 Comply with all laws regarding the protection and disclosure of 
information 

 Not disclose information without the prior informed consent of the 
individual concerned, except where required or permitted by law 

 Not attempt to gain access to information which they are not authorised 
to access 

2.2 Policy statement 

We fully endorse and adhere to the principles set out in the GDPR and the 
Data Protection Act 1998 2018 ('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 Actthis legislation. 

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. 

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, including data we have legally 
shared with other organisations. We will also ensure that individuals can 
exercise all other rights, including to data portability, to be forgotten and 
regarding automated processing. A full list of these rights can be found in 
Appendix 1.  

‘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. 
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2.3 Principles of data protection 

The Act GDPR 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, transparently and lawfully. 

2. The purposes for which personal data is obtained and processed are 
specified and legitimate, 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. Where necessary, data is 
anonymised or pseudonymised.  

6. All personal data is processed in accordance with the rights of the 
individual concerned 

76. Appropriate security measures are taken to protect all personal data 
against damage, loss or abuse. All processing is conducted in a 
manner which ensures appropriate security of personal data. 

87. The movement of personal data is done in a lawful way, both inside 
and outside the company and that suitable safeguards 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.CBH is responsible for 
demonstrating its compliance with the GDPR and UK data protection 
legislation. 

A full copy of the statutory principles for data protection can be found as 
Appendix 2. 

2.4 Data sharing and disclosure 

Colchester Borough Homes will only divulge disclose personal information to 
a third party where the Data Protection Act ’98law 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 ’98all current legislation.  

More information about how CBH handles disclosures of personal data can be 
found in Appendix 3. 
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Where it is necessary to systematically or regularly share data with outside 
organisations, this will be done under a written agreement setting out what is 
to be shared, how it is to be kept secure and committing the recipient to 
upholding the GDPR and current Data Protection legislation with regard to the 
data shared with them. Note: where we have a statutory duty to share 
personal data, this will not require a written agreement. CBH follows the 
statutory guidance issued by the ICO regarding data sharing. This guidance is 
available via the ICO’s website: www.ico.org.uk. 

2.42.5 Data Subject Access Requests 

Under the terms of the Data Protection ActGDPR, 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 ’98legislation. 

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. 

2.52.6 Document retention schedule 

The fifth Data Protection PrincipleGDPR states that personal information is 
not to be kept for longer than is necessary for the purpose for which it is 
processed. Accordingly, we have introduced a Document Retention 
Procedure and Schedule to ensure compliance. This details retention 
timescales for different types of documents, based on legal requirements and 
industry best practice. 

2.62.7 Responsibilities 

We will ensure that: 

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

 All staff and Board Members follow the data security policies of Colchester 
Borough Council, as required under the Management Agreement. 

 A member of staff is appointed who has specific responsibility for day-to-
day data protection issues 

 A Data Protection Officer is appointed who has a duty to advise CBH on 
data protection issues, compliance and policies. This officer will have a 
direct reporting line to the most senior officer and will have operational 
independence to pursue their brief  

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

 Any breaches of data security are reported to those whose data is 
affected, and to the ICO within the statutory time limit. 
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 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 
‘98GDPR and according to the Company’s Subject Access Procedure. 

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

 Where it is necessary to share data with outside organisations, this is done 
under a written agreement setting out what is to be shared, how it is to be 
kept secure and committing the recipient to upholding the GDPR and 
current Data Protection Act ’98 with regard to the data shared with them.. 
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 then disposed of securely and in line with the 
Document Retention Procedure. 

 All staff and Board Members are aware of their responsibilities under the 
GDPR and the UK’s Data Protection Act Data Protection Act ’98 and 
undertake a full data protection training session as part of the induction 
process. 

 Staff working remotely from home or elsewhere are aware of the need to 
keep any companyCompany-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 GDPR and Data Protection Act 
1998 2018 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 Board Assurance Officer any Data 
Subject Access request received. 

 Immediately report to the Information Board Assurance Officer or a 
member of DMT any breach of data security of which they are aware. 
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Our contractors, consultants, partners or other or agents must: 

 Confirm in writing that they will abide by the requirements of the GDPR 
and Data Protection 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 
GDPR and DPAct 2018. 

 Indemnify us without limitation against any prosecutions, claims, 
proceedings, actions or payments of compensation or damages arising 
from their loss or misuse of data. Any breach of any provision of the Act 
willcurrent data protection legislation by a contractor, supplier, partner 
agency or any of our data processors will be deemed as being a breach of 
any contract between us and that individual, company, partner or firm. 

Information Data Protection Officer 

We have appointed an Information Officer (currently the Board Assurance 
Officer)a Data Protection Officer, who will have overall responsibility for:is 
responsible for overseeing data protection strategy and implementation to 
ensure compliance with GDPR requirements. They will work with managers 
and staff to ensure that we: 

 The provision ofProvide data protection training for our staff 

 Ensuring Ensure all Subject Access Requests are responded to within 
forty daysone month of receiving them, unless an exemption applies 

 Developing Develop best practice guidelines 

 Reporting breaches to the Information Commissioner 

 Informing the Chair of the Board of any serious breaches reported to the 
Information Commissioner.  

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

2.72.8 Contacting CBH or the Information Commissioner’s Office 

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.  
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The Information Officer will review the Data Protection Register with members 
of the Senior Management Team annually prior to notification to the 
Information Commissioner. 

If you have any questions or concerns regarding how we treat your personal 
data, please get in touch with our Data Protection Officer, either by calling on 
01206 282514, or by emailing us at: info@cbhomes.org.uk . We will always 
do our best to address your concerns and can advise on how we can try to 
resolve these to your satisfaction. 

If you are not satisfied with how we have addressed your concerns, you can 
seek independent advice or action from the Information Commissioner’s 
Office. They provide impartial guidance to individuals and organisations, and 
take out enforcement action where necessary. 

You can find contact details for the ICO here: 

www.ico.org.uk/global/contact-us/ 

or you can call the ICO on: 0303 123 1113  

2.82.9 Data Breaches of the Actand breaches of the law. 

Any breach of the Data Protection Act data protection law or data security will 
be treated with the utmost seriousness and may result in formal disciplinary 
action against the member of staff responsible. Should a Board Member 
commit a data breach, the Chair of the Board and the Chief Executive will be 
notified. The Chair will then decide what action should be taken.  

It is imperative that any member of staff or Board Member who is aware of a 
loss of data security reports it immediately to their line manager and the 
designated InformationData Protection 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 an influential mitigating factor in any 
investigation.  

The Information Commissioner’s Office must be notified of breaches of 
the Actdata protection/security within 72 hours of the breach being 
discovered and will then decide whether our actions to rectify the breach are 
sufficient, whether we need to do more or 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 
distressand order remedial action. 

Any officer or Board Member who identifies or suspects a breach must report 
this to their line manager and the Company’s Data Protection Officer at the 
earliest possible opportunity. The Data Protection Officer will then report 
breaches to the ICO, ensure that the individuals whose data has been 
compromised are notified by CBH and the breach minimised or closed. 
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If the Data Protection Officer is unavailable, breaches should be reported to 
their designated representative or to the Board Assurance Officer.  

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 FOI 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. 

The FOI 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 19982018. 

3.2 Policy statement 

We fully endorse and adhere to the principles set out in the FOI 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 
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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 Information & Confidentiality 
Policy and the procedure for dealing with a request 

All members of staff will ensure that they: 

 Complete the FOI training provided 

 Are familiar with this 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 

239



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

11a. CBH Information  confidentiality policy - April 2018 - GH commsCBH Information & 
Confidentiality Policy - April 2018  14 

 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 mMember, a bBorough cCouncillor 
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: 

 Directors Management Team (March 2018) 

 Head of HR & Governance (March 2018) 

 Data Protection Officer for CBC (March 2018) 

 Colchester Borough Homes Board (April 2018). 

5. References 

 General Data Protection Regulation 

 Data Protection Bill 2018 

 Freedom of Information Act 2000 

 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: 

 CBC Data Security Policy 

 Data Security – CBH Office Guidelines 

 Data Subject Access Request Procedure 
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 Data Breach Procedure 

 Document Retention Schedule 

 Freedom of Information Request Procedure 

 CBH Publication Scheme (Model scheme from the ICO) 

 Disciplinary procedure 

 Board Member code of conduct 

 Staff code of conduct 

 CBC ICT Policies and standards 

 

7. Appendix 1: Data Protection Rights within the GDPR 

This is taken from the Information Commissioner’s guidance relating to the 
rights of individuals held within the GDPR. The full guidance can be found on 
the ICO’s website at: https://ico.org.uk/for-organisations/guide-to-the-general-
data-protection-regulation-gdpr/ 

7.1 Right to be informed 

 Individuals have the right to be informed about the collection and use of their 
personal data. This is a key transparency requirement under the GDPR. 

 You must provide individuals with information including: your purposes for 
processing their personal data, your retention periods for that personal data, 
and who it will be shared with. We call this ‘privacy information’. 

 You must provide privacy information to individuals at the time you collect 
their personal data from them. 

 If you obtain personal data from other sources, you must provide individuals 
with privacy information within a reasonable period of obtaining the data and 
no later than one month. 

 There are a few circumstances when you do not need to provide people with 
privacy information, such as if an individual already has the information or if it 
would involve a disproportionate effort to provide it to them. 

 The information you provide to people must be concise, transparent, 
intelligible, easily accessible, and it must use clear and plain language. 

7.2 Right of access 

 Individuals have the right to access their personal data and supplementary 
information. 

 The right of access allows individuals to be aware of and verify the lawfulness 
of the processing. 
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7.3 Right to Rectification 

 The GDPR gives individuals the right to have personal data rectified. 
 Personal data can be rectified if it is inaccurate or incomplete. 

7.4 Right to Erasure 

 The right to erasure is also known as ‘the right to be forgotten’. 

 The broad principle underpinning this right is to enable an individual to 
request the deletion or removal of personal data where there is no compelling 
reason for its continued processing. 

[Please note that there are exemptions to this right where erasure can be 
refused e.g. where data must be kept due to a legal obligation, for public 
health purposes etc.] 

7.5 Right to restrict processing 

 Individuals have a right to ‘block’ or suppress processing of personal data. 

 When processing is restricted, you are permitted to store the personal data, 
but not further process it. 

 You can retain just enough information about the individual to ensure that the 
restriction is respected in future. 

 If you have disclosed the personal data in question to others, you must 
contact each recipient and inform them of the restriction on the processing of 
the personal data  - unless this proves impossible or involves disproportionate 
effort. If asked to, you must also inform the individuals about these recipients. 

7.6 Right to data portability 

 The right to data portability allows individuals to obtain and reuse their 
personal data for their own purposes across different services. 

 It allows them to move, copy or transfer personal data easily from one IT 
environment to another in a safe and secure way, without hindrance to 
usability. 

 Some organisations in the UK already offer data portability through the Midata 
and similar initiatives which allow individuals to view, access and use their 
personal consumption and transaction data in a way that is portable and safe. 

 It enables consumers to take advantage of applications and services which 
can use this data to find them a better deal, or help them understand their 
spending habits. 

7.7 Right to object 

Individuals have the right to object to: 
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 processing based on legitimate interests or the performance of a task in the 
public interest/exercise of official authority (including profiling); 

 direct marketing (including profiling); and 

 processing for purposes of scientific/historical research and statistics. 

7.8 Rights related to automatic decision making 

 The GDPR has provisions on:  

 automated individual decision-making (making a decision solely by 
automated means without any human involvement);and 

 profiling (automated processing of personal data to evaluate certain things 
about an individual). Profiling can be part of an automated decision-making 
process. 

 The GDPR applies to all automated individual decision-making and profiling. 

 

 

8. Appendix 2: Data Protection Principles within the GDPR 

Article 5 of the GDPR requires that personal data shall be: 

a) Processed lawfully, fairly and in a transparent manner in relation to 
individuals; 

b) Collected for specified, explicit and legitimate purposes and not further 
processed in a manner that is incompatible with those purposes; further 
processing for archiving purposes in the public interest, scientific or historical 
research purposes or statistical purposes shall not be considered to be 
incompatible with the initial purposes; 

c) Adequate, relevant and limited to what is necessary in relation to the 
purposes for which they are processed; 

d) Accurate and, where necessary, kept up to date; every reasonable step 
must be taken to ensure that personal data that are inaccurate, having regard 
to the purposes for which they are processed, are erased or rectified without 
delay; 

e) Kept in a form which permits identification of data subjects for no longer 
than is necessary for the purposes for which the personal data are processed; 
personal data may be stored for longer periods insofar as the personal data 
will be processed solely for archiving purposes in the public interest, scientific 
or historical research purposes or statistical purposes subject to 
implementation of the appropriate technical and organisational measures 
required by the GDPR in order to safeguard the rights and freedoms of 
individuals; and 
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f) Processed in a manner that ensures appropriate security of the personal 
data, including protection against unauthorised or unlawful processing and 
against accidental loss, destruction or damage, using appropriate technical or 
organisational measures. 

Article 5(2) requires that: 

The controller shall be responsible for and be able to demonstrate, 
compliance with the principles. 
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9. Appendix 3: Data sharing and disclosures 

Staff across the Group will generally have access to all the information they 
need to carry out their work and they have a duty to keep that information 
confidential. 
 
If personal needs to be disclosed to someone outside the Group, staff must 
explain to an individual why this is necessary and obtain written consent 
before doing so. If an individual does not give consent, this should be noted 
and special arrangements should be made for recording information and 
access to it. However, relevant agreements and protocols are in place that 
allow for the exchange of information between the Group and the relevant 
Local Authorities in relation to the processing of housing applications and in 
the prevention of crime and anti-social behaviour. 
 
There are certain situations where, by law, staff do not have to obtain prior 
permission to disclose personal information about individuals. These include: 

 To comply with the law (e.g. the police, Inland Revenue, Council Tax 
Registration Office or a court order). 

 Where there is a health and safety risk (this will include information about 
customers with a history of violence and when other care professionals 
are involved in a customer’s care). 

 When there is evidence of fraud. 

 In connection with court proceedings or statutory action to enforce 
compliance with tenancy conditions (e.g. applications for possession or 
for payment of Housing Benefit directly). 

 The name of a customer and the date of occupancy to utility companies 
(where the customer is responsible for direct payment), providing the 
customer has agreed to this at the start of the tenancy or has given 
consent to the passing on of the information since. 

 Anonymously for bona fide statistical reporting or research purposes, 
providing it is not possible to identify the individual to whom the 
information relates. 

 Where specifically enabled by the terms of registration of the GDPR. 

 Where there are declarations of interest by staff, Committee or Board 
members. 

 Where any staff may have concerns about a customer under the 
Safeguarding of Adults from Abuse policy, or related concerns under the 
Safeguarding Children policy. 

 
Any information disclosed must be necessary for the purpose for which it is 
disclosed. Therefore, staff should not, for example, disclose details of a 
tenant’s religious beliefs if only their name and contact details are needed for 
the purpose of carrying out repair work. 
 

245



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

11a. CBH Information  confidentiality policy - April 2018 - GH commsCBH Information & 
Confidentiality Policy - April 2018  20 

If it is necessary to discuss individual customers at meetings involving people 
from outside the Company or to refer to them in reports, it is suggested that 
they could be referred to by codes, e.g. Tenant A, to maintain anonymity.
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  24 April 2018 
 
TIME:   5.30 pm  
 
VENUE:  Rowan House 
 
AGENDA ITEM: 12 
 
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 28 

February 2018.  
  
2. Recommendations 
  
2.1 That the Board: 

 

 Note the financial position as at 28 February 2018. 
.  

3. Background 
  
3.1 The Management Fee Budgets are managed on a risk-based approach with a high 

level of monitoring on the key risk budgets. These include salaries, premises, SLAs 
and new services taken on from the Council. The salaries budget represents over 
70% of the controllable budgets and a detailed model is used to monitor this. 

  
3.2 The Finance & Audit (F&A) Committee monitors the progress against the budgets 

in detail at their meetings during the year to ensure these are effectively monitored. 
  
4. Review of Financial Position as at 28 February 2018 
  
4.1 Set out below is the actual outturn on the operating budget as at the 28 February 

2018.  
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Budget 
2017-18  

(£000) 

Profiled 
budget to  

28 Feb 18   

(£000) 

Actuals to 
28 Feb 18  

(£000) 

Forecast 
outturn to 
31 Mar 18  

(£000) 

Projected 
Fav/(Adv) 

variance at 
31 Mar 17  

(£000) 

Management Fee      

Management Fee - Income 9,377 9,377 9,377 9,377 0 

Management Fee - Expenditure 9,624 8,846 8,606 9,377 0 

Management Fee – net position -247                 531 771 0  

Other Budgets    Other Budgets 

Capital (CBC and CBH) 8,511 6,160 6,151            6,366   

Revenue (CBC)  1,524 1,282 1,277 1,533 (50) 

Delegated Budgets 2,577 2,017 1,552 2,419  
 

  
 The key reasons for variances are as follows: 
  
 Management Fee  
  
4.2 Overall forecast outturn to year end shows expenditure balancing to income however 

expenditure has absorbed agreed additional expenditure of £247k within budget so use 
of reserves will not be necessary. This has been possible as a result of a number of 
vacancies across service areas. 
 
At the end of February, income exceeds expenditure by £771k. As Management Fee 
is paid over 11 months, all income has now been received. However, expenditure will 
continue throughout March, moving the anticipated net position of breakeven. 
 

 Capital – all capital works 
  
4.3 Both CBH and CBC capital budgets have been reviewed in detail and it is estimated 

that there will be a number of carry forward requests due to the complexities of the 
Dutch Quarter contract, and the slippage of the External Overview and the HIP 
contracts. At this moment in time we are forecasting carry forward requests to be in the 
region of £1.8m with any additional balances being offered up as savings.  

  
 Revenue CBC Contracts 
  
4.4 Both CBH and CBC revenue budgets have been reviewed in detail. The revenue CBC 

void budget will be slightly overspent which will be supported by an underspend on the 
overall CBH revenue budget. Any underspend on the revenue account will be given 
back to CBC for re-investment. 
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 Delegated Budgets 
  
4.5 This significant variance is due to recharges not yet undertaken at the end of Q3 and 

invoices not yet received. Examples of these recharges are utilities and grounds. A 
significant amount of recharges are undertaken at year end by CBC. 
 
Forecast outturn to year end is £158k less than budget due to agreed savings on the 
grounds budgets which have been returned to CBC to support other areas of the 
HRA programme. 

  
4.6 Approved Reserve Drawdowns 
  
 The Working Smarter Project is an approved drawdown from reserves. The planning 

of this project has been on-going for some time now. The IT equipment has been 
purchased and was rolled out during September. The accommodation 
reconfiguration at Rowan House was completed in October and that at Gosbecks 
was completed in December. 
 
All reserve drawdowns are accounted for in the income and expenditure lines on the 
table above. 

  
5. 
 
5.1 
 
 
 
 
 
6. 
 

Risk Management 
 
A strong financial control framework is essential for the successful delivery of the 
annual budget.  Monthly review of all expenditure items takes place and income 
invoiced and collected in a timely manner.  Any material items that may result in a 
significant deviation away from target will be reported to Finance and Audit 
Committee accordingly.  
 
Financial Implications 

6.1 
 
7. 
 
7.1 

These are incorporated in the body of the report. 
 
Value for Money Implications 
 
Successful delivery on performance targets for the year within these financial 
constraints will meet the requirements of the Value for Money Strategy. 

  
8. HR, Health & Safety and Equality & Diversity Implications 
  
8.1 None. 
  
9. Residents at the Heart 
  
9.1 Residents are indirectly involved in budgetary control as they review our 

performance on a regular basis. Our performance on standards is underpinned by 
our expenditure. 
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REPORT TO COLCHESTER BOROUGH HOMES BOARD 
 
 
DATE:  24 April 2018 
 
TIME:   5.30pm 
 
VENUE:  Room 1, Rowan House 
 
AGENDA ITEM: 13 
 
SUBJECT:  Performance Assurance Report Q4 
 
REPORT BY: Karen Loweman, Director of Housing  
    (01206) 282805 
    karen.loweman@cbhomes.org.uk 
 
 
FOR DECISION 
 
1. Purpose of Report 
  
1.1 To provide the Board with a high-level statement on the Company’s performance 

against the agreed Key Performance Indicators (KPIs). 
  
2. Recommendations & Decision required 
  
2.1 That the Board notes the KPIs for the year end performance 2017/18   
  
3. Background 
  
3.1 The Medium Term Delivery Plan contains a selection of KPIs that reflects the 

Company’s vision & objectives for the coming year as well as the targets by which 
these are to be measured. These are discussed and agreed by the Operations 
Committee and approved by the Board at the start of each year.  

  
3.2 The most-recent Operations Committee was held on 7 February 2018      
  
3.3 The Operations Committee reviews the suite of KPIs at each meeting, and requests 

more detail where performance is below target. KPIs are shown as ‘green’, ‘amber’ or 
‘red’ against the performance target:  
 

 ‘Red’ - the indicator is not meeting performance expectation to date and/or is 
unlikely to improve by year end.  Forecast is that it is unlikely that the target 
set will be achieved. 

 ‘Amber’ - the indicator is not meeting expectation.  There may be mitigating 
circumstances and improvement likely, but risks are raised.  

 ‘Green’ - the indicator is meeting performance expectation, or as forecast 
top the next reporting period. 
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3.4 This report gives assurance to the Board that any areas of concern are being 

monitored and addressed.  
  
4. Performance Monitoring –  to end March 2018 

  
4.1 
 

The suite of Key Performance Indicators demonstrate some excellent outcomes 
with all 18 indicators achieving performance expectation. 
 
There are no Red indicators at the end of the period. 
 
The performance for dealing with complaints is the only indicator highlighted as 
Amber.    

  
4.2 Complaints   
 During 2017/18, we received 38 Formal Complaints of which 14 were wholly or 

partially upheld (37%). 34 of the 38 were responded to within the timescale of 2 
weeks (or within any extension applied as required). This represents 89% (target 
100%).  Where there have been delays, it has been in the time taken by the 
investigating Officer being able to carry out the investigation for more complex 
complaints. 
 
We have changed the process for 2018/19, which makes details of complaints 
more accessible with increased scrutiny of both Complaints and Councillor / MP 
Enquiries and weekly chases and updates to the Senior Management Team and 
Directors Management Team. 

  
5. Financial Implications 
  
5.1 The high level of rent collection and effective management of empty homes, 

maintains anticipated budget predictions.   
  
6 HR Implications 
  
6.1 Staffing levels are currently considered sufficient to deliver the required service 

level. 
  
7. Equality and Diversity Implications 
  
7.1 Performance monitoring supports CBH to ensure that services are delivered in a 

fair and accessible way.  
  
8 Residents at the Heart 
  
8.1 None 
  
9. Appendix 
  
9.1 Appendix 1: Performance Dashboard and Complaints Received 

 

254



Performance Summary Information
Q4 - March 2017/18

Benchmark performance comparisons are with 33 housing providers 
in the HouseMark East of England group (as at December 2017)

1
2017/18
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RAG status Key

2

Colour Key Performance rating Local

R
The indicator is not meeting performance expectations to 
date and/or is unlikely to improve by year end.  Forecast is 
that it is very unlikely that the targets set will be achieved.

A
The indicator is not meeting performance expectations to 
date.  There are mitigating circumstances in most cases and 
improvement is likely but risks are being flagged in regard to 
this indicator.

G The indicator is meeting performance expectations to date, 
or as forecast to the next reporting period.

2017/18
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Minutes of the Finance & Audit Committee Meeting 
 
Held at 5pm on Tuesday 12 December 2017 
In Room 1, Rowan House 
 
Present:  In Attendance:  

Glenn Houchell (Chair) Michael Hadjimichael (MH)  
Cllr Cyril Liddy  Sharon Stephens (SS)  
Julie Parker  Sarah J Johnson (SJ)  
Cllr Nigel Chapman  David Gullen  
Geoff Foster  Alan Woodhead (AW) (Mazars) 
  Owen Howell (OH) (Minutes) 

 
1. Apologies for absence 
  
1.1 Full attendance was recorded. 
  
2. Minutes of the meeting held 9 October 2017 and Matters Arising 
  
2.1 The minutes were accepted as correct and ready to be signed by the Chair. The 

action at 5.4 had not occurred and should be kept ‘open’ until it has been 
completed. Two further incomplete actions were noted (6.4 and 7.4). 

  
 Confirmation of Committee Vice Chair 
2.2 Julie Parker was re-confirmed as Vice Chair of the Committee. 
  
3. Finance & Audit Committee Terms of Reference 
  
3.1 Committee considered the proposed amended Terms of Reference, sought 

clarification on various points and discussed topics such as: 
 

 Whether Committee membership should be open to all Board Members 
(excluding the Chair and Executive Board Members) without membership 
being decided by the Board. Concern was raised that this could make the 
Committee unwieldy, would lead to difficulties in refreshing the membership 
of Committee and would not allow the prioritisation of appointing members 
with financial/accounting knowledge. Committee noted that this point would 
be best raised at Board, as it concerned the Board’s powers to appoint 
Committee Members. 

 Whether new 4.3(g) and (h) were appropriate and helpful. Committee decided 
that they should be included. 

 The need for Committee to be able to meet with Internal or External Auditors 
without officers present. Action: OH to add a new 6.5 to state, ‘The 
Committee may request a private meeting with Internal or External Audit at 
any time and as it sees fit. 

 Clarifying that Committee’s reporting duty is firstly to the Board, and secondly 
to CBC. 

  
3.2 Action: At 3.2(b), strike out the second use of the word ‘affects.’ 

Action: At 6.4, change ‘Extraordinary’ to ‘Additional.’ 
Action: At 6.1, add wording to codify that all Committee members must be 
consulted on times and dates of future meetings. 
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Action: Remove 8.5, in line with officer recommendation as being superfluous 
and needlessly prescriptive. 
Action: At 7.2, remove the italicisation. 
NB All actions in 3.2 to be carried out by OH. 

  
4. Internal Audit Progress and Follow-up reports 
  
4.1 Questions and points covered: 

 The 2017/18 Audit Plan is on course for completion as planned. 
 No further reports have been issued since last Committee meeting, with a 

draft report due to be released in the following week. 
 

 Follow-Up Report 
4.2  Committee asked whether the number of revised due dates occurring 

indicated whether more-careful forward scanning was needed to ensure 
reasonable and achievable due dates were set. MH gave assurance that this 
was already under consideration and that the Finance Team would be 
actively managing and ensuring that recommendations are enacted. 

 The revised implementation date relating to General Ledger 2016/17 was 
expected to be completed and this would be shown at the next Committee 
meeting (8 March 2018). The issue which had been dealt with in this area 
concerned CBC delays in following up undertakings and reconciliations. 

 Chair asked if an annual summary could be given to Committee of the 
number and types of insurance claims made each year. Only high level 
reporting would be needed, with some detail on higher-value claims. Action: 
MH to draw up a table to show number and types of claims for presentation to 
next Committee meeting, and agree with Chair an appropriate level of detail 
for large claims.  

  
5. Strategic Risk Register & Risk Management Action Plan 
  
5.1 Committee noted that the report had been produced prior to the most recent 

Board meeting. No significant changes have been made but some developments 
have come from that Board meeting. 

  
5.2 Board had discussed the financial risks relating to the Housing Investment 

Programme, including the reaching of CBH’s £300k limit for revenue reserves 
and the potential for future overspends needing to be covered by drawing on this 
reserve. DMT have discussed this and recommend that this should be included 
within the Emerging Risk Register. It is DMT’s view that appropriate mitigations 
are in place and the situation is being actively managed. The inclusion of this on 
the Strategic Risk Register might create unfounded concern and entail its own 
reputational risk. Committee agreed with the recommendations from DMT. 

  
5.3 The Business Plan has now been added to the Emerging Risk Register. 
  
5.4 Regarding the website issue at 2.7 of the report, CBC have agreed to fund most 

of the cost of transition to a new online presence/website. This is expected to 
leave a cost to CBH of around £5k-£6k. 

  
5.5 Committee asked how it could be assured that risks are correctly allocated to the 

appropriate committees and that other committees are carrying out appropriate 
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oversight. MH clarified that this chiefly related to Operations Committee’s 
oversight of risks affecting operations and that this was shown in Operations 
Committee meeting packs and minutes. 

  
5.6 Regarding Risk 1 (replacement of Capita), MH answered Committee’s questions 

concerning timeframes. CBC are currently preparing their budget and that money 
had been set aside for this, but no explicit information had been given regarding 
timeframes. Financial restraints meant that it was likely that the replacement 
system would not have the full functionality which CBH would like to see, but 
dialogue with CBC continues. 

  
5.7 Following questions about authorisation of trading contracts, MH confirmed that 

the CBH trading protocol and authorisation limits (for DMT, BOP and Board) 
continued to be adhered to. 

  
5.8 Giving further detail on Emerging Risk No. 2 (Additional Pension Costs), MH 

explained that these are being actively managed, with 100% of the funding gap 
met by CBC this year, 50% funded next year and management making 
provisions within the Business Plan for the need to meet the future funding gap. 

  
5.9 It was noted that Appendix 3 should have been the risk heatmap, rather than the 

graphic showing risk types and numbers. 
  
6. 2018/19 Budget 
  
6.1 MH gave a high-level presentation explaining how the annual budget is prepared 

and the concepts and accounting principles which guide this. [A copy of this 
presentation will be provided with the minutes and is available from the Board 
Assurance Officer on request]. 

  
6.2  SS explained that the £10k reduction in the HRA base fee is due to a 

reduction in the Medium Term Delivery Plan of £109k (related to the tenancy 

audit project). 

 The repairs and maintenance overhead has increased slightly and agreed. 

 There is an £87k reduction in the fencing programme (in line with the 

amended Housing Investment Programme’s principles). 

 The Capital Base Fee is reducing by £3k, however this is a good result as the 

Capital Works Programme’s requirements have reduced by much more than 

this. 

 An overall increase of £25.5k in the General Fund, reflecting the pay award. 

 The reduction in funding for the Corporate Facilities Management Team will 

mean that external work must continue to be taken on to ensure the Team is 

self-financing. 

 There is an overall decrease in the Management Fee of £66k. 

 The expected salary increment costs (from officers progressing up the salary 

spine points within their grades) for 2018/19 are not funded by the 

Management Fee and CBH anticipates financing this without calling on 

company reserves. 

 The Design Team now sits outside the Management Fee and will need to 
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generate income to support their cost base. 

 Saving targets have had to be introduced in order to balance the budget. 

 CBH have a number of contracts affected by building cost inflation. 

 The Apprenticeship Scheme and Levy have not yet run a full year, so a 

projected cost for this has been included within the 2018/19 Budget. 

  
6.3 SJ and SS explained the difference between payment of the annual Company-

wide pay awards/increases (paid by CBC within the Management Fee) and the 
increase in pay for individual officers as they complete years of service and 
advance up the salary spine points within their paygrade (this time totalling £72k, 
absorbed by CBH and not paid for by CBC). MH explained that the vacancy 
factor helped CBH meet the cost of staff progressing to higher salary spine 
points. 
 
SJ noted that although a 2% pay increase had been budgeted for, it was likely 
that the final award would not be 2%. 

  
6.4 The overall increased cost to CBH of the pension determination has been 

calculated as £130k per year (fully funded by CBC in 2017/18 and to be 50% 
funded by CBC in 2018/19). This has meant CBH will absorb £65k extra cost for 
2018/19. 

  
6.5 A brief summary of expected trading income was given, and the aim that this 

would help to cancel out the shortfall of £314.5k from the Management Fee and 
secured funding. The shortfall still to be met after expected trading income is 
accounted for is £52.7k. Committee emphasised the need to increase further 
external trading work, especially by the time the Mercury Rising project 
concludes. 

  
6.6 The reserves position shows: 

 There is currently £126k from previous trading which is intended to support 

further trading.  

 The revenue surplus (from underspend on the revenue budget) is now up to 

its £300k limit. Any future underspends must be returned to CBC, with future 

overspends to be met by drawing on this reserve. CBC have indicated that 

they are comfortable with the level currently held in this reserve. 

 Dilapidations (reserve to be used in event of leaving an office and needing to 

return it to original condition) is currently at £26k. 

 £199k is in reserve to support future potential changes to the capital 

programme. 

Minor items effecting reserves were also detailed, including SHEF, ICT projects 
and the potential costs from new data protection regulations. 

  
6.7 It is now more likely that the Welfare Reform budget provided to CBH by CBC 

will be needed (currently held as a ring-fenced reserve due to Government 
delays in implementation of reforms). Committee discussed whether it would be 
beneficial if this money was transferred on to CBH’s balance sheets from CBC. 

  
6.8 Committee discussed whether it would be prudent to increase reserve levels to 
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cover trading costs and worst-case scenarios, and the need to have a coherent 
narrative to justify why we are holding reserves. This includes showing the 
indirect risks to CBC were CBH not to hold adequate reserves . 

  
6.9 SS drew Committee’s attention to the Capital Investment Programme (Schedule 

1.7) and explained that the Asset Manager could be invited to a future meeting to 
give further details. 

  
6.10 No problems have emerged regarding the Grounds Maintenance contract, and 

work has been done to identify areas where charges can be levied to help cover 
the cost of this work. The budget request for this has been reduced by £150k for 
next year with no expected reductions in service. 

  
6.11 It is not expected that CBC would officially increase our budget relating to work 

with the homeless should demand rise. However, statutory duties remain upon 
CBC and CBH, so a rise in costs from increased demand would have to be met 
by CBC and would likely be recorded as an overspend, rather than as an official 
increase to the budget. 

  
6.12  ‘Other miscellaneous income’ listed in the table at 3.3 of the report relates to 

various internal recharges. 

 The budgets for Business Services (pg. 78) show a disparity between income 

and expenditure as the Management Fee for non-Property Services areas 

comes into this directorate, before being allocated to the correct teams/areas 

e.g. those in Housing Management. 

  
6.13 Decision: The required decisions listed at 1.1, 1.2, 1.3 and 1.4 of the report were 

all approved by Committee. 
  
7. CBH Financial Update 
  
7.1 SS and SJ presented the update to the end of October [a copy of the slideshow 

will be held with these minutes]. 
  
7.2 SS notified Committee that, should further underspends be found in the revenue 

budget, suggestions can be made to CBC by CBH as to appropriate work which 
could be increased or brought forward to use this underspend. There continue to 
be arranged carry-overs between financial years. 

  
7.3 As of the end of November, the amount owed by debtors to CBH has reduced to 

£15.8k, primarily down to some Disabled Facilities Grants work done for CBC 
and queries over VAT relating to these. It is unlikely that these will not be 
resolved through discussion. 

  
7.4 There have been no significant variations from planned expenditure on Working 

Smarter. Some costs have been slightly higher than expected. 
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8. Governance Report 
  
8.1 MH detailed a fraud attempt, involving his receiving an email from someone 

pretending to be Gareth Mitchell and requesting a payment be made. This was 
immediately noticed as being a fraudulent request. CBC were notified and the 
source of the email added to their ‘blacklist.’ The multiple safeguards in place 
were detailed. 

  
8.2 Action: OH to add appointment of Gareth Mitchell to the Board as an item on the 

table at 3.2. The appointment has now been accepted by Companies House. 
Action: OH to amend the Governance Action Plan to mark the appointment as 
‘Complete.’ 

  
8.3 OH notified Committee that there would be an HR and Financial implication to 

the need for CBH to appoint a Data Protection Officer (a requirement of the 
General Data Protection Regulation (GDPR)). This may be a stand-alone Officer, 
or may be shared with CBC. We await CBC’s decision on this. 

  
8.4 OH provided details of CBH’s compliance work on GDPR, information about the 

Working Group’s work to date, and our collaborative approach with CBC to 
ensure that we maintain a uniform approach with the Council and its subsidiaries. 
Committee was given assurance that policies, processes and working practices 
relating to data are designed to be consistent with those of CBC. Work includes 
the Information Audit currently underway and the compilation of our Information 
Asset Register. F&A Committee will be given a formal report on this at its next 
meeting. 

  
8.5 Plans for staff awareness and training on data protection were detailed and 

Board Members would be heavily encouraged to participate in order to better 
understand their responsibilities in this area. 

  
8.6 MH informed Committee that he was expecting to meet the new lead partner 

from our External Auditors Scrutton Bland on 24 January. 
  
8.7 Action: OH to update the dates on the work plan (change 22 Feb to 8 March, 

and add 26 July meeting). 
  
8.8 An addition to the work plan was requested, it was asked if Committee could 

consider the processes for procurement and tender evaluation. MH informed 
members that he had met with Alan Woodhead to discuss this. It is planned for 
Internal Audit to spend some days within this year’s allocation to audit the 
processes. Action: AW to produce draft scoping document for the audit and 
have distributed to Committee for their input and approval (including approval of 
any reassigned audit days, if necessary). 

  
8.9 The Chair noted the long gap between the March and June meetings in 2018 

and requested that an additional update on the company’s finances be provided 
between these meetings, and circulated by e-mail. MH agreed to circulate data 
as at end of the financial year as soon as this was available. Action: MH to 
ensure that this is produced and sent. 
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8.10 As suggested in the Work Plan for 7 June, it was felt that it would be helpful for 
Committee to meet the new audit partner. Chair suggested that this be arranged 
for 30 minutes before the 7 June Committee meeting. Action: MH to arrange for 
the for the audit partner to be available prior to the Committee meeting on 7 
June. 
Action: OH to circulate meeting calendar to Internal and External Audit. 

  
9. Any other business. 
  
9.1 It was confirmed that there was no date set as yet for the Board Away Day. 
  
9.2 MH offered to give one-to-one briefings on the CBH Business Plan work for any 

Committee members who would find this useful. 
  
9.3 Regarding the Fire Safety briefing recently circulated by e-mail, Committee noted 

that it was unclear from the briefing note how much of the work was new or 
additional to existing practices. MH reported that much of the work was already 
being done. Committee was given assurance that CBH continues to be proactive 
in its approach to Fire Safety management and is supported by CBC to ensure 
appropriate resourcing is available if required. 

  
 There being no further business, the meeting closed at 18:56 
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Action List 

Item Action Who By When Done 

9 October 2017 

5.4 

Inform the Chair and OH as and when it 
will be appropriate to schedule a session 
on assurance mapping for a future 
meeting of F&A Committee. 

MH 
As 

appropriate 
To follow up with Mazars 

6.4 
Create accounting policy to direct how the 
income flow from trading projects should 
be structured and reported. 

MH 20 Feb 2018 

Discussed with External 
Auditor. Income Recognition 
Acc Policy to be updated for 
YE2018 

7.4 

A list of DMT-approved policies to be 
included in future F&A governance reports 
to show which have been reviewed since 
the previous meeting of F&A Committee 
and to give assurance that all such 
policies are reviewed in a timely manner. 

OH 20 Feb 2018 

In Place, A review 
programme of HR policies 
for 2018-19 to be approved 
by DMT.  List of approved 
policies to be in OH 
governance paper 

12 December 2017 

3.1 & 
3.2 

Amend Terms of Reference as noted OH 20 Feb 2018 Yes 

4.2 
Draw up table of insurance claims to show 
number and types of claims for next 
Committee meeting. 

MH 20 Feb 2018 
Information received from 
broker, to provide report to 
Committee in March. 

8.2 
Amend Governance Actions & Action Plan 
to show appointment of GM as Exec 
Director 

OH 20 Feb 2018 Yes 

8.7 
Update work plan (change 22 Feb to 8 
March, and add 26 July meeting). 

OH 20 Feb 2018 Yes 

8.8 
Produce draft scoping document for audit 
of procurement/tendering and have 
distributed to Committee 

AW 20 Feb 2018  

8.9 
Send update to Committee of the financial 
positions as at end of April, with indication 
of year-end position. 

MH May 2018 Not due 

8.10 
Private meeting of Committee with the 
new Audit Partner to be arranged for 
immediately prior to 7 June meeting. 

MH 1 Feb 2018 

Confirmed with Chair that 
Tim O’Connor has one more 
year, but new Audit Partner 
will attend June Meeting and 
to meet prior to that. 

8.10 
Circulate meeting calendar to Internal and 
External Audit. 

OH 20 Feb 2018 Yes 
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Minutes of the Operations Committee Meeting 
 
Held at 5.00 pm on Wednesday 7 February 2018 
In Room 1, Rowan House 
 
Present:  In Attendance:  

Alan Blois 
Michael Campbell 
 

(Chair) Mark Wright (MW) 
Karen Loweman (KL) 
Karen Williams (KW) 
Gerardine Murphy (GMu) 
Ria Eustace (RE) 
Polly Hardy (PH) 
Owen Howell (OH) 

 
 
 
 
 
 
Minutes 

 
  
1. Apologies for absence 
  
1.1 Apologies received from Cllr Mike Hogg and Michala Carey. Cllr Daniel Ellis had 

resigned from the Board. The Chair confirmed that the meeting was not 
quorate and therefore would not be able to vote on any decision items. The 
Chair approved the use of electronic decision making (EDM) for all decisions and 
confirmed that the briefing elements of this meeting would go ahead. 

  
2. Minutes of the meeting held 21 November 2017 and Matters Arising 
  
2.1 Approval to be sought through the electronic decision making process. 
  
3. Q3 2017/18 Performance, KPIs and Medium Term Delivery Plan Progress 

Report 
  
3.1 Additional details were provided on the information on the KPI slides: 

 The Voids – Overall time to re-let KPI was close to exceeding target. Kirk 
Braker and Karen Loweman are to discuss this. 

 Work proceeds to reduce under-occupation but this is a dynamic KPI. 

 Repairs Satisfaction: Lower numbers in December and one complaint meant 
that there was a dip in our % satisfaction rate. 

 Repair and void cost per property continues to perform better than target. 
CBH is returning a £100k underspend back to CBC. 

 The Process for pursuing Former Tenant Arrears was explained. 

 % of corporate building assets with condition surveys: Maintained at 100%. 
This KPI will soon change to show more and different details. 

  
3.2 Medium Term Delivery Plan progress highlights and areas to note were covered. 

Additionally: 

 New housing built by Colchester Amphora Homes and retained by CBC will 
be managed by CBH. 

 Increase in garage rents in 2018 following refurbishments. 1,900 are let out of 
a total stock of 2,600 (including some which have not been renovated and are 
currently unfit for use). Increase in rent rates may cause dissatisfaction and 
may garner negative press coverage, although new rates are still very good 
value for money compared to commercial rates. The phased rental rates 
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(depending on area and unit condition) was explained. 

 VINCI: All tenants who had been expecting new kitchens to be installed by 
VINCI have been informed that these works were being delayed. Some 
tenants will now have existing kitchens repaired rather than replaced, owing 
to the new Asset Management Strategy. Affected tenants have been 
informed. 

  
4. Key Performance Indicators for 2018/19 
  
4.1 GMu explained the work being conducted with CBC regarding methodologies. 

KPIs will still be reviewed every four years. The new suite of KPIs was described 
and detail given; 

 Customer satisfaction: We will still use STAR. The weighting of different 

satisfaction rates when calculating the overall rate roughly matches how 

many contacts we have regarding for each of the three areas of repairs, asset 

management and voids. It’s likely the overall satisfaction rate will decrease, 

as we will now cover areas such as ASB and the reduction in the size of the 

Asset Management Strategy. 

 Repairs & Maintenance: Noted that KPIs were, where possible, being set as 

%s for ease of reference. MW explained that stats relating to subcontractors 

couldn’t be included as accurate data could not be collected. Customer 

priorities for repairs remain ‘quick’ and ‘right first time.’ 

 Housing Options: P1E forms cover this KPI. Changes arising from the 

Homelessness Reduction Act will mean a change to the data we collect. 

There will be a wider focus and more demands on the service. This KPI may 

change once government gives steer on what statistics it will require us to 

collect. 

 Housing Asset Management: A new KPI, therefore no current score. This will 

only measure delivery vs scheduled works. 

 Housing Management: This KPI is an existing one and on the CBC corporate 

dashboard. The target has been reduced due to the rollout of Universal Credit 

in July, but then rises in future years. 

 Corporate Facilities: This KPI is included within the SLA with CBC. 

 Valid gas safety certificates: This is now classed as a compliance issue. MW 

confirmed that this did not cover leaseholders as we have no power to collect 

certification evidence from leaseholders. 

  
4.2 Future Performance reports would aim to be reduced to one page per service 

area 
  
4.3 Decision to be taken through the electronic decision making process. 
  
5. Advertising & Sponsorship Policy 
  
5.1 GMu reminded members that CBH obtains commercial advertising on its website 

via the Council Advertising Network. Returns are based on click-through rates 
and have as yet yielded only a minimal return. 
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5.2 Members were informed that Board Members could tell companies about the 
advertising options with CBH and refer them to officers who could explain the 
terms and conditions and arrange for artwork to be provided. [N.B. Board 
Members must not try to arrange or agree to advertising work themselves, but 
must refer potential clients to officers]. 

  
5.3 Decision to be taken through the electronic decision making process. 
  
6. Strategic Risks affecting operations (Q3). 
  
6.1 Committee noted the emerging and operational risk registers. 
  
6.2 No amendments or additions were requested and no decision was necessary.  
  
7. Complaints & Compliments Performance (Q3) 
  
7.1 RE corrected the report to update the % of upheld Stage One complaints. This 

had been given as 40% at 2.3, but was currently at 34%. 
  
7.2 A Stage Three complaint has now progressed to be lodged with the 

Ombudsman. RE has detailed the work done to try to resolve this with residents 
involved. 

  
7.3 The low number of informal complaints in Q3 was partly thought to be because of 

a drop in complaints around the Christmas period. 
  
8. Resident Insight & Engagement Performance (Q3) 
  
8.1 Much new data and feedback is being gathered and is being used to assist 

service improvement. 
  
8.2 CBH now has 70 Quality Assurance Advisors. The NFA have asked us for details 

of how we work with our QAAs. QAAs are now being given more in-depth 
scrutiny work to engage with. Michael Knight is leading on recruitment of more 
QAAs and on-the-day training is being provided, with follow-ups by the 
Community Caretakers. 

  
8.3 We are receiving better reports and more opinions from Older Persons’ Services 

events and AGMs. We are also working with Community 360 at Enoch House. 
This is tenant-led and independent, with work ongoing to welcome new tenants 
into the community. Similar work is ongoing at Worsnop.  

  
8.4 The appointment of the successor to Kathy Fitzgerald is expected to be made 

before the end of February. 
  
9. Any other business 
  
 Resident Panel 
9.1 The new Resident Panel is expected to come into operation following the 10 May 

meeting of this Committee (Q4). potential members had been identified as the 
first step of the recruitment drive. Alan Blois offered to meet with potential 
resident members of the Panel to discuss it and help answer questions. 
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9.2 It was confirmed that PH would present future Resident Insight reports. 
  
 With no further business, the meeting finished at 6:27pm. 

 
 
 
 
 
 
 

 List of Actions from Operations Committee 

Item Action Who By When Done 

7 February 2018 

 No actions from this meeting.    
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Minutes of the Finance & Audit Committee Meeting 
 
Held at 5pm on Thursday 8 March 2018 
In Room 1, Rowan House 
 
Present:  In Attendance:  

Glenn Houchell (Chair) Michael Hadjimichael (MH)  
Julie Parker  Sharon Stephens (SS)  
Cllr Nigel Chapman  Michael Campbell (CBH Board Member) 
Geoff Foster  Tim O’Connor (TOC) (Scrutton Bland) 
  Alan Woodhead (AW) (Mazars) 
  Owen Howell (OH) (Minutes) 

 
1. Apologies for absence 
  
1.1 It was confirmed that the meeting was quorate, with apologies from Cllr Cyril 

Liddy. 
  
2. Minutes of the meeting held 12 December 2017 and Matters Arising 
  
2.1 The minutes were accepted as correct and ready to be signed by the Chair.  

 The action at 6.4 from 9 October was discussed. An accounting policy and 
complimentary processes are being developed in consultation with Scrutton 
Bland. Target date for these to come into operation is 1 April.  Action: MH to 
circulate these to members of F&A prior to the next meeting. 

 Action 5.4 from 9 October has been done, as has 4.2 from 12 December. 

 8.10 from 12 December: Remove this action. Members noted that they would 
still be able to meet the external audit partner who is scheduled to take over 
from TOC for the 2019 external audit process. 

 Members asked for details of how housing-related CBC policies were 
reported to CBH Board. Action: MH/OH to investigate options for reporting 
and ensuring that Board adoption of policies was sought when necessary. 

  
3. Internal Audit Plan 2018/19 
  
3.1 This forms one year of the 2016-2020 Internal Audit Plan.  

 Audit areas deferred from last year were highlighted.  

 DMT had recommended that days should be allocated for a Health & 
Safety audit (deferring the Performance Management audit). This would 
focus on Risk Assessments and fire safety actions carried out in the 
aftermath of the Grenfell incident. 

  
3.2 DMT have suggested that the IT audit should focus on IT security (especially of 

Office 365) and GDPR compliance work. Committee asked if it were possible to 
liaise with CBC to learn more about their approach to cyber security. OH 
explained that CBC’s compliance work was being led by Corporate ICT and 
confirmed that a joint Data Protection Officer had been appointed for CBC and 
CBH, and that security protocols and measures would be shared when possible. 
AW confirmed that their auditing of IT areas were done by experts in the field 
brought in by Mazars specifically for this work. 
Cloud security was discussed and OH informed Members that Microsoft is giving 
assurance that it and its products are GDPR compliant. This is a key priority for 
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Microsoft owing to some of its data centres being based in the US, making it 
necessary for the Company to proactively prove its systems are GDPR 
compliant. 

  
3.3 Committee requested assurance that, in readiness for increased trading, 

appropriate mechanisms are in place to monitor costs associated with trading 
and to ensure income collection from clients. MH confirmed that this was in the 
work plan for the next few months. Internal Audit will then assess the proposed 
systems and provide levels of assurance to the Committee. 

  
3.4 Committee discussed how potential clients and trading partners should be 

evaluated and accepted or rejected.  Reference was made to the Trading Plan 
and Trading Protocol.  

  
3.5 Committee were informed that there was capacity for eight days to be allocated 

to auditing procurement processes in the 2018/19 Audit Plan. The timing of this 
would now need to be decided at a meeting scheduled for the end of this month. 

  
3.6 Decision: Committee approved the Internal Audit Plan for 2018/19 as presented. 
  
4. Internal Audit Progress and Follow-up reports 
  
4.1 Questions and points covered: 

 The 2017/18 Audit Plan is on course for completion as planned. 
 72% of the plan has been completed. 
 Housing Rents audit: Committee asked for an explanation regarding the 

management response not being received within 15 days. It was explained 
that this was a joint CBC/CBH audit, and the delay had been on the CBC 
side. 

 Committee urged officers to streamline processes, to cut out ‘middle men’ as 
far as possible (with regard to the write-offs process and preparing audit 
responses/acting to meet recommendations relating to this). Committee were 
informed of current efforts to streamline processes. 

 Regarding Recommendation 2, Committee warned that PDF documents were 
not necessarily secure from alteration.  

  
 Follow-Up Report 
4.2  The number of recommendations has fallen considerably over the past four 

years. 

 Heads of Service now have to justify any due dates which are extended. 

 Pg. 56: It was clarified that service charge cost invoices referred to contractor 
invoices, not to service charge collection from leaseholders. 

  
4.3 Decision: The Internal Audit reports were noted. 
  
5. External Audit Plan 2018/19 
  
5.1 TOC explained that this was expected to be a stable year, with regard to systems 

and financial reporting. There are then potential changes to financial reporting 
expected in the following year, albeit minor ones relating to income recognition 
policies. This is an area which Scrutton Bland and MH are working on already. 
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5.2 There is a shortening of the deadline for reporting to CBC. A successful dummy 
run was held last year to ensure this would be possible. 

  
5.3 An expanded risk management/risk assessment review is being planned as part 

of the focus on increasing trading income. 
  
5.4 No fraud incidents had been recorded, but Committee highlighted an incidence of 

attempted fraud which had previously been reported to Committee. MH gave 
brief recap of details to TOC and Committee.  

  
5.5 Decision: Committee approved the External Audit Plan for 2018/19 as 

presented. 
  
6. Strategic Risk Register 
  
6.1 Risk 1: MH informed Committee that the Housing Systems Team is to be TUPEd 

from CBC to CBH. This presented risks and opportunities relating to our Housing 
Management systems. This was expected to go ahead during 2018. This move 
will be funded by CBC and will be supported via an increase to the Management 
Fee. 

  
6.2 Emerging risks: Capita profit warnings. Minimal risk to CBH. Some of our 

contractors are reliant on Capita, so CBH has been closely monitoring the 
situation. Capita Housing would continue to work even should that company fail. 
However, support would likely cease in the short term. Committee stressed the 
importance of ensuring CBH has a contingency to follow should Capita Housing 
fail completely, and the importance of having strong networking with others in the 
sector to ensure best-practice is reflected in our Business Continuity Plan (BCP). 

  
6.3 MH informed Members that the BCP had recently been reviewed, and then 

activated in response to the snowfall and cold weather. Learning points and 
implications had been noted and are being used to further improve the Plan. 
Service provision was maintained and flexible working allowed more work to 
continue by staff working remotely. Smarter working helped, and a presence was 
maintained on premises by those who were able to get in, with Director presence 
throughout office hours. Details were given to Committee of the efforts to meet 
residents’ needs. There were improvements identified for the out-of-hours 
contact service and our communications efforts. 

  
6.4 Note: Committee placed on record their thanks to staff for their efforts during the 

challenging weather. 
  
6.5 Emerging Risk 3 (Pension deficit): The Barclays pension scheme deficit has 

fallen by 40% over the past year. Chair suggested the scheme used by CBH 
would benefit from changes in corporate bond yields. TOC highlighted a briefing 
paper from the pension provider which explains that they are expecting a 
reduction in our liability, but only around 2 – 3%. 

  
6.6 Emerging Risk 6: Committee questioned the possible consequences regarding 

the role of residents within the ALMO not being in line with best practice. MH 
explained that this was a ‘worst case scenario, not a comment on current 
representation. This risk is partly arising from the failings in governance/resident 
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involvement prior to the Grenfell fire. 
  
6.7 Decision: Committee noted the Risk Registers as presented. 
  
7. CBH Financial Update 
  
7.1- 
7.3 

Certain sections of the financial report were deemed commercially 
sensitive and are covered in the confidential minutes.  

  
7.4 There has been a recent reduction in debts outstanding to CBH beyond our 30-

day terms, which has fallen to £37k as of the end of February. This was largely 
as a result of one invoice for the Mercury Rising Project of £34k. 

  
7.5 A request was made by Members to clarify the reporting of figures relating to the 

design team. MH to discuss this with Members outside this meeting if requested. 
Appendix E currently breaks down these figures, but more clarity was asked for 
to help identify where activities were proving particularly profitable, which 
activities were not generating sufficient profits to justify their risks, and where 
there were potential problems with the accounting processes. MH explained that 
certain services were being operated at an initial deficit. Once initial costs are 
met from income, margins on these services will then increase. 

  
7.6 SS explained that the design team usually aim to produce a profit of 11% on their 

contractual work, although this can be varied and is currently under review. 
Committee agreed that this was appropriate, given that different projects involve 
different levels of risk. 

  
7.10 MH explained that the way in which the project work from the CFM team was 

accounted for had to show where income was being channelled into the core 
business to meet funding gaps (caused by reductions in the Management Fee). 
MH was asked to find an additional way to present income from projects to show 
clearly the levels of profit being generated by each. 

  
7.11 SS informed Committee that efforts were afoot for a move to the design team 

billing on a month-by-month basis. This would be supported by the content of the 
Accounting Policy being drawn up. 

  
7.12 Committee questioned whether there were any patterns to the public liability 

insurance claims. These mainly concerned slips, damage to property or health. 
Action: MH to bring a report on insurance claims to F&A Committee once per 
year. Details were requested regarding any significant or noteworthy claims. 

  
7.13 Regarding the still-to-be-calculated Corporation Tax (Appendix D), SS confirmed 

that this would be an insignificant amount (it was a negative number last year) 
but that there is the potential for this to increase in future years, if trading 
increases. TOC informed Members that CBH was currently able to mitigate all 
Corporation Tax incurred, but that this wouldn’t be possible if trading increases. 
The Chair asked for this to be accounted for by BOP when it debates the 
Business Plan and when this Plan is reviewed by Board. 
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8. Governance Report 
  
8.1 Committee were informed that the Board Member appraisal process was being 

redesigned, with a new self-assessment and a 360 assessment of other Board 
Members. 

  
 GDPR issues 
8.2 The ongoing compliance work was detailed, including progress on auditing 

information assets, necessary supporting documentation and types of data 
processing carried out. 

  
8.3 Committee was warned that full compliance with the GDPR would not be 

possible by 25 May 2018. However, the main and most high-risk areas of 
compliance were being prioritised and were expected to be complete by that 
date, with further work identified and a compliance plan completed to guide this. 
Existing customers will be informed of their new data rights, and consent 
obtained/reaffirmed where necessary. Likewise, information provided to new 
customers will be updated to be GDPR compliant from 25 May. 

  
8.4 Assurance was given that officers from the ICO had stated that incomplete 

compliance would not lead to immediate punitive action, provided work was 
ongoing and plans were in place to reach full compliance within a reasonable 
timescale. 

  
8.5 Committee was informed that the GDPR Working Group had been expected to 

meet every fortnight. The Information Audit and compilation of asset and 
processing registers was proving more difficult than expected, so efforts have 
been refocussed into one-to-one coaching of Group members in the short term, 
returning to an emphasis on group work once the Audit is complete. Only a few 
teams were still to complete their audit work. Gap analysis will be the next 
priority. 

  
8.6 OH confirmed that questions would be asked to ensure that the Data Protection 

Officer (shared with CBC) would be able to devote the necessary time to CBH. 
CBC’s initial suggestion was for a 10% share, but CBH are arguing for at least 
one day per week, especially during this period of compliance work. 

  
8.7 Requests from Committee Members produced the following actions: 

 Remove the ‘Fraud issues to report’ standard paragraph from future 
Governance Actions reports, noting that protocols were in place for the 
reporting of such matters to the Chair of the Board and the Chair of F&A. 
Only include this when there are issues to report/move to exception-based 
reporting. 

 Record the retirement of Cllr Ellis from the Board and the confirmation of this 
with Companies House. This was verbally confirmed by OH. 

 Members debated whether they wished to hold a members-only meeting with 
the Auditors prior to the June Committee meeting. It was agreed that should 
any significant issues arise the Chair and TOC would convene such a 
meeting. Furthermore, individual committee members would liaise with the 
Chair if they felt that such a meeting would be appropriate.  
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8.8 It was explained that the new Committee system would come into force in April, 
but that Operations Committee would continue to operate and its final meeting 
will be the Q4 meeting, allowing time for recruitment to the new Resident Panel.  

  
9. Any other business. 
  
9.1 It was explained that the VFM and Tech Plan was to be approved at the April 

Board meeting, and Committee members were asked if they thought Committee 
should have periodic reviews of this. Decision: Committee judged that reviews 
should only be done at Board level, to avoid duplication of work. 

  
 There being no further business, the meeting closed at 18:46 
 

F&A Committee Action List 

Item Action Who By When Done 

9 October 2017 

2.1 
Circulate accounting policy and 
supplementary documents to members of 
F&A prior to next meeting. 

MH 7 Jun ‘18  

2.1 
Investigate options for reporting and 
ensuring that Board adoption of CBC policies 
was sought when necessary 

MH/OH 23 May ‘18  

7.3 Confidential - -  

7.12 

Report on insurance claims to F&A 
Committee once per year. Include any 
significant, noteworthy or damaging claims. 
Add to work plan. 

MH 23 May ‘18  

8.7 
Remove the ‘Fraud issues to report’ standard 
paragraph from future Governance Actions 
reports 

OH 23 May ‘18 Yes 

8.7 
Place on record the retirement of Cllr Ellis 
from the Board and the confirmation of this 
with Companies House 

OH 23 May ‘18 Yes 

8.7 
Members-only meeting with Auditors to be 
called by TOC and the Chair, or at the 
request of individual members.  

TOC and 
All 

Members 
23 May ‘18  
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2018-19 Board Forward Plan 
 
Please note: Items highlighted in yellow will be for information only, but Board 
Members are invited to raise any questions that they might have on these items at 
the meeting under which they are listed. 
 

Date Item Committee Presenting 

  

  

20 Jun 
‘18 

Appointments & Remuneration 
Committee 

Redundancy Policy 

n/a DoR 

Annual Health & Safety Report n/a DoPS 

Strategic Risk Register Review  F&A DoR 

Staff Code of Conduct n/a DoR 

Code of Governance Review n/a DoR 

  

23 Jul ‘18 

Strategic Risk Register Review  F&A DoR 

Reduction to 1 Board Vice Chair at 
2018 AGM – FOR DECISION 

n/a 
Chair 

Safeguarding Annual Report n/a DoH 

Approval of Company Accounts F&A Jun ‘18 DoR 

Business Development Plan Review   

    

12 Sep 
‘18 

Strategic Health & Safety Policy 
Statement – FOR DECISION 

n/a 
CEO & H&S M 

Annual Equality & Diversity Report n/a DoR 

Annual Report from F&A F&A Jun ‘18 DoR 

Strategic Risk Register Review  F&A DoR 

Annual HR Report n/a HoHR 

Leadership Plan Review  CEO 

Approval of new Tenant Board Member 
– FOR DECISION 

n/a 
Chair 
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Date Item Committee Presenting 

1 Nov ’18 
(and 
AGM) 

Internal Audit Charter F&A 
DoR 

 Customer Plan Review   

 Strategic Risk Register Review F&A DoR 

AGM 

Standard Items on AGM agenda: 

 Approval of Company Annual 
Report 

 Adoption of Financial Statements 

 Appointment of External Auditors 

 Appointment of Vice Chairs 

 Appointment of F&A Chair (if 
necessary) 

 Annual Resident Insight & 
Engagement report 

 Noting of Resident Board Member 
selection results 

 

 

  

10 Dec 
‘18 

 

Complaints Policy n/a SIO 

Housing Investment Programme and 
Asset Management Programme ‘19/20 
presentation FOR DECISION 

n/a 
DoPS 

VFM, Tech & Investment Plan Review  DoR 

Strategic Risk Register Review  F&A DoR 

 

21 Feb 
‘19 

CBH Budget 2019/20 report F&A DoR 

Housing Investment Programme and 
Asset Management Programme 
2019/20 (Housing Futures Programme) 
FOR DECISION 

n/a 

DoPS 

Medium Term Delivery Plan approval n/a SDM 

Strategic Risk Register Review  F&A DoR 

Board Member Recruitment Policy n/a BAO 

Community Plan Review   

Trading Review Confidential BOP CEO 
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