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Colchester Borough Homes is a company 
set up by Colchester Borough Council in 
2003. Part of the local business community, 
we are an award-winning organisation 
providing management and maintenance 
services to around 7,000 residential, 
commercial and public buildings in the 
local area, including the Council’s housing 
stock, Colchester Castle and Colchester 
Town Hall. 

We offer a range of services to the private, 
public and non-profit sectors, including:

  Buildings maintenance, renovations, 
refurbishments and repairs

  Lettings, tenancy management and 
income collection

 Housing options and advice
 Asset management
 Facilities management
 Health and safety
 Construction projects
 Energy efficiency

We are an ambitious organisation focused 
on delivering great value services that 
make a difference. We aim to be the 
trusted choice for local housing, property 
and community services. We work closely 
with the Council and residents to make 
Colchester a better place to live and work. 

We employ over 200 people in and around 
Colchester, as well as using a trusted 
network of local suppliers.

We work with a range of partners who 
support our services:

About us

2       A N N U A L  R E P O R T  2 0 1 6 / 2 0 1 7

Colchester
Credit Union



Foreword

  A N N U A L  R E P O R T  2 0 1 6 / 2 0 1 7       3    

Gareth Mitchell

Chief Executive

It is a privilege to have been 
appointed Chief Executive 

of Colchester Borough Homes, and in the 
last few months of 2016/2017 I spent time 
meeting residents, customers, staff and 
stakeholders in order to get to know the 
business better and to understand more about 
the important services we deliver.

During this period I have seen firsthand the 
ways that we make a real difference as a team 
in the communities we serve and also the 
pressures that we are grappling with in some 
parts of the company. I have also seen the 
very real challenges some of our customers 
are experiencing in their day to day lives.

Despite these pressures and challenges, our 
performance as an organisation during 
2016/2017 is a testament to the hard work of 
people across the company, for which I am 
enormously grateful.

As we plan for the future and understand how 
best to respond to the changing environment 
we find ourselves in as an organisation, we will 
continue to strive as a team to deliver great value 
services that make a difference for our residents.  

Anne Grahamslaw

Chair of the Board

I am very pleased to welcome 
Gareth and his wealth of 

knowledge to Colchester Borough Homes.

We have continued to work hard as a company 
to deliver the best and most efficient services 
for our customers this year.  As a Board we 
were thrilled to see significant improvements 
in satisfaction levels amongst our residents 
across a range of services in the STAR survey.  
As ever, we are not complacent about these 
very positive results and have identified areas 
where we have more work to do. Few things 
are as important as receiving feedback from 
our customers, and I am grateful to all those 
residents who completed the survey - these 
results help us to look to the future and plan 
for further improvements.

We have continued to increase the range 
of services we provide to customers, and 
I look forward to exploiting more of these 
opportunities in the future for the benefit of 
all our customers and communities. 



We help homeless households to find 
accommodation both in social housing 
and the private sector. 68 households who 
were threatened with homelessness were 
housed in private accommodation via our 
Homefinder scheme. 

Nearly 2,500 customers approached us 
with a housing issue, of whom around 
800 made an appointment with our 
Housing Options team. We prevented 577 
households from becoming homeless, 
finding alternative accommodation 
for around half of them. We made 390 
homelessness decisions, a 14% reduction 
on the previous year; we had a duty to 
accommodate 318 of these households. 

We set up the Colchester’s Homelessness 
Agencies Service Users Panel (CHASUP) to 
tackle rough sleeping. Joint working has led 
to more than 30 entrenched rough sleepers 
being supported into housing.

We provided grant funding to Beacon 
House to support homeless people and to 
Open Road to provide specialist support for 
those with drug or alcohol dependency.

In partnership with Colchester Borough 
Council and Tendring District Council 
we have secured £239K of government 

funding to identify people likely to sleep 
on the streets and assist those who are 
already doing so to move off the streets. 

Preventing homelessness

Tackling rough sleeping

Listening to customers
CHASUP puts together an 

individual action plan for each 
rough sleeper to help them to 
move into and sustain a home.

Community spotlight
We work with the Youth  

Enquiry Service to prevent young  
people becoming homeless.

Our Housing Solutions team have been 
awarded Silver standard from the National 
Practitioner Support Service.

Our pre-tenancy workshops focus on 
supporting under 25s to sustain a tenancy.
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We have improved the range and quality of 
temporary accommodation for homeless 
families to meet rising demand.

We have secured access to over 100 
properties across the Borough belonging to 
partners such as Circle, YMCA and Family 
Mosaic to minimise the number of families 
in bed and breakfast accommodation. We 
have also begun to lease properties from 
private sector landlords to offer more 
options for temporary accommodation. 

We have improved the time taken to let 
empty properties following completion 
of repairs, to 6 days down from 9 days in 
2015/2016.

Our programme of tenancy audits has 
helped us to tackle tenancy fraud and given 
us an opportunity to promote our Transfer 
Incentive Scheme. Those tenants who 
moved under the scheme freed up much 
needed homes for 26 families this year.

Providing temporary accommodation 
for homeless people 

Making the best use of homes 

Community spotlight
We are now able to access new 
emergency ‘crash pad’ facilities  

provided by the YMCA.

Listening to customers
A resident focus group on fixed  

term tenancies provided valuable 
insight to help shape Colchester 
Borough Council’s new policy.
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During the year we achieved our 3-year 
target of 6,000 tenancy audits. By 
visiting people in their homes we are 
able to identify those residents who may 
need extra support and work with other 
organisations to help get them what they 
need. Our Cause for Concern scheme 
allows staff working in people’s homes to 
help identify some of our most vulnerable 
households.

We provide funding to Open Road and 
Catch 22 to help our most vulnerable 
households to sustain their tenancies. In 
addition we work alongside local charities 
and community enterprises such as One 

We work closely with partners to help 
residents manage the impact of Welfare 
Reform. During the year we have helped 
customers to obtain additional benefits 
they are entitled to.

Evictions for arrears were down by 47% on 
the previous year, with only 10 evictions in 
the year for unpaid rent.

Support, Health in Mind, the Youth Enquiry 
Service and Citizens Advice to support our 
residents.

Supporting people to manage their homes

Helping those who are struggling financially 

Listening to customers
Our Property Services team showed 

residents how to re-pressurise a 
boiler, fit toilet seats, understand 

the consumer unit and source and 
change light bulbs.

Community spotlight
Community360 have helped us  

to provide essential items of  
furniture for those in most need. 
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We invested £11m into improving the 
housing stock and surrounding estates, 
maintaining the Decent Homes standard.  
We installed 117 new kitchens and 42 
new bathrooms, rewired 251 homes 
and upgraded 328 heating systems. The 
external works programme continued with 
a further 315 homes upgraded with uPVC 
fascias, soffits and guttering.

We are supporting Colchester Borough 
Council in its review of the 30-year asset 
management strategy and Housing 

Our repairs and customer services teams 
have continued to work more closely 
together to deliver a more seamless service 
for customers. For example, new software 
lets trade operatives send photographs of 
defects to the office, speeding up more 
complex or costly repairs and helping us to 
get repairs right first time.

The overall service has improved this year 
and satisfaction and performance remain 
high. We kept 100% of our appointments, 
97% of our repairs were completed on 
time and more than 4 out of 5 repairs were 
completed at the first visit.

Revenue Account Business Plan, and in its 
decisions over the future of its housing 
stock.

Investing in the homes we manage 

Delivering a better repairs service 

Listening to customers
We now use text message surveys to 

measure customer satisfaction with our 
planned maintenance programme.

Community spotlight
Our suppliers understand the value of 

working with us so that our community 
benefits from our partnerships. One of  

the contractors, Vinci, made a large  
donation of toys to families in  
temporary accommodation. 



8       A N N U A L  R E P O R T  2 0 1 6 / 2 0 1 7   A N N U A L  R E P O R T  2 0 1 6 / 2 0 1 7       9    

We secured £180K of environmental 
funding for the refurbishment of Enoch 
House. We have installed a number of air 
source heat pumps and upgraded heating 
systems in sheltered housing to improve 
energy efficiency. Battery storage has 
been installed in 53 properties allowing 
tenants to store electricity generated by 
photovoltaic panels and use it as they 
require it, free of charge.

We have been carrying out a programme of 
improvements to door entry systems, lighting 
and door security in communal areas.

The programme of refurbishment of 
sheltered housing has continued. The 
refurbishment of Enoch House will provide 
high quality accommodation for existing 
tenants as well as 16 new self-contained 
flats for those who are downsizing to free up 
larger homes.

Improvement works took place at many 
of our other sheltered schemes and works 
included refurbishment of communal 
living rooms, kitchens, bathrooms, lounges, 
corridors & laundry areas, upgraded car 

Our team completed 1,500 asbestos 
surveys during the year, and all our homes 
will have been surveyed by February 2018.

Providing clean, safe and energy  
efficient homes

Improving sheltered housing

Listening to customers
Our Estate Standard checklist has been 
improved to make it easier for resident 

Quality Assurance Advisors to give feedback 
on the cleanliness of communal areas.

Community spotlight
Sheltered housing residents have  

regular meetings to discuss the issues 
that matter to them, including how the 

service could change in the future.

parking facilities, better accessibility to 
communal entrance areas and garden 
improvements.
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We are pleased to work with partners at the 
Community Safety Hub based at the Police 
Station in Colchester. We have provided 
training to Police and Council staff on a 
range of sanctions including closure orders 
and Community Protection Notices. 

There has been an increase of one third 
in anti-social behaviour cases reported 
over the last 2 years. 97% of cases were 
resolved successfully this year. During 
2016/2017, 8 households were evicted for 
anti-social behaviour.

We organised a range of activities for 
sheltered scheme residents aimed at 
helping them stay well and active, 
including activities such as music, parties, 
meals and trips.

We have been working with the voluntary 
sector to improve wellbeing in sheltered 
schemes. Among the services provided 
were ICT training sessions, manicures, 
gardening, film evenings and leaf clearance. 
Partners included Adult Community 
Learning, CCVS (Community360), the 
Community Payback team and Good Gym.

Staff attended NHS training aimed at 
helping them challenge lifestyle issues such 
as obesity and smoking and over 100 staff 
attended dementia awareness sessions.

Supporting safer communities  

Promoting health and wellbeing

Listening to customers
Quarterly coffee and conversation 
sessions are held with victims of 
anti-social behaviour, enabling 

residents to give their views and 
shape our policy.

Community spotlight
We are a dementia-friendly  
organisation, committed to  

supporting people living with  
dementia and their carers to fully 

participate in community life.
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We have continued to make improvements 
to the external environment within 
our housing estates, such as grounds 
maintenance, estate furniture, boundary 
walls, lighting and signage. We invested 
£200K into creating a more inviting  
estate environment.

Our garage refurbishment project is now 
complete, resulting in more demand for 
garages and increased occupation.

Our Corporate Facilities Management 
Team looks after the Borough’s public 
buildings such as Colchester Town Hall 
and Leisure World Colchester. We carry out 
planned preventative maintenance, repairs, 
building maintenance as well as providing 
a highways inspection and civil engineering 
service. The team has overseen around £9m 
worth of capital projects since 2008 and 
generated fees of £250K during 2016/17. 

Improving our neighbourhoods

Managing the Borough’s public buildings

Community spotlight
We held 8 Make a Difference Days  
during 2016/2017. Thank you to 

the residents, councillors and local 
organisations who volunteered to help 
promote pride in local communities.

Regular surveys ensure that all the 
Council’s buildings are in a good state of 
repair and are environmentally sustainable.

Listening to customers
We supported Colchester Borough 

Council in developing its new 
corporate asset management plan.
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We saw significant improvements in 
customer satisfaction in 2016, particularly 
in relation to the quality of homes, value 
for money for rent and satisfaction with 
neighbourhoods.

Our new Resident Insight and Engagement 
Strategy will help us drive service 
improvement by engaging with and listening 
to our customers. We are getting better 
at collecting information and developing 
ways for residents to influence our services, 
including further development of the 
resident Scrutiny Panel.

We have been improving how we deliver 
services to our leaseholders, and satisfaction 
among this group has risen by 12% since 
2014.

In 2016/2017 we provided grant funding 
to a number of organisations including: 
Citizens Advice, Catch 22, Youth Enquiry 
Service, Credit Unions, Open Road, Beacon 
House and the Night Shelter to help 
support our customers.

A Community Initiatives Fund totalling 
£40K was allocated to local groups chosen 
by our customers.

We have been working hard to develop 
networking and partnership opportunities 
with residents, the voluntary sector, 
community organisations and wider 
local services. These include the SAINT 
partnership based in Greenstead which 

brings together a number of local agencies 
to work together and the One Colchester 
Group which is attended by Adult Social 
Care, health providers and several other 
support providers.

Working with customers to improve 
what we do 

Working in partnership to benefit our 
communities 

Listening to customers
Our Leasehold Focus Group agreed 

final design and edit of their 
annual newsletter and major  

works leaflet.

Community spotlight
We worked with the Army to host 

a day for sick and wounded soldiers 
who are being discharged from the 

Army to explore job options.



12       A N N U A L  R E P O R T  2 0 1 6 / 2 0 1 7   A N N U A L  R E P O R T  2 0 1 6 / 2 0 1 7       13    

By undertaking corporate repairs and 
delivering capital projects in-house we 
have realised efficiencies of circa £100K 
which we have re-invested in  
our services.

Rent collection exceeded its target 
and arrears were down significantly 
both in permanent and temporary 
accommodation. Garage income has 
increased following refurbishment. 
Leaseholder service charge collection is at 
98.8%, up from 97.4% in 2012/2013.

We now offer a range of commercial 
services including design, quantity 
surveying, and building surveying.

We have been working on a number of 
high profile multi-million pound projects 
such as the Creative Business Centre on 
Queen Street. We are also providing repairs, 
maintenance and other services to other 
organisations such as Colchester Institute 
and local schools, which is an area we are 
hoping to grow in the future. This year we 
launched a professional imagery service 
using UAV (drone) technology.

To help us develop the business further 
we will need to continue to attract the 
highest quality staff; to support us in this 
we were awarded Investors in People Gold 
accreditation in 2016.

Delivering value for money 

Developing the business 

We continue to deliver value for money via 
better procurement and our newly-let gas 
contract will save up to £100K per year.

Listening to customers
Residents were involved in the recent 
procurement of our gas servicing and 
repairs contractor, helping to bring all 

heating breakdowns under one contractor.

Community spotlight
Recent projects include refurbishment of 
the gym at Leisure World Colchester. We 
have also been working on the proposed 

£8 million Mercury Theatre project.
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Our company accounts

Income and expenditure account 2016/2017

Before pensions 
adjustment £’000

After adjustments 
£’000

Turnover 14,195 14,195

- Staff 6,513 7,035

- Other costs 7,638 7,638

Operating Costs 14,151 14,673

Operating surplus (Deficit) 44 (478)

Tax and interest adjustments 8 (196)

Surplus (Deficit) for the year 51 (674)

Balance sheet as at 31 March 2017

Before pensions 
adjustment £’000

After adjustments 
£’000

Assets

- Debtors 1,407 1,407

- Cash 1,409 1,409

2,816 2,816

Liabilities

- Creditors 1,429 1,429

Net current assets 1,387 1,387

Provisions 125 125

FRS17 pension adjustment 0 (10,100)

Net assets/(Liabilities) 1,262 (8,838)

Reserves 1,262

Pensions
The pensions adjustment in the table is due to an accounting rule which shows 
the current estimate of future pensions costs. We will be required to increase our 
contributions in the future.

Operating Costs: £14,151,000

Capital investment and repairs & maintenance services 9,705

Services for older people 517

Housing management (general needs and temp acc) 2048

Premises 198

Support services from Colchester Borough Council 438

Business support and overheads 1,245
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Our performance

2016 2017

% anti-social behaviour cases not reopened within 90 days 96 97

% housing options cases where homelessness prevented 47 51

Number of households in bed & breakfast accommodation 28 23

Average days to relet general needs properties 17 21

% rent loss through empty general needs properties New 0.25

% underoccupied Council homes 23.1 22

Tenancy audits completed 2,388 1,945

Average days to complete a repair 6.2 6.4

% tenants with valid gas certificates 100 100

% of non-decent homes 0 7.86  
(target 8.63)

Repairs satisfaction (%) 99 99

Repairs and voids cost per property (£) 508 493

First call resolution (%) 89 85

Average wait time for calls (seconds) 21 20

% stage one complaints upheld 25 36

Former tenant arrears (£,000) New 329.2

% rent collected 99 98.9

% leasehold service charge collected 99 98.8

% corporate buildings with condition surveys 100 100
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Our Board

Also served during the year

The Directors 

Alan Blois  
Vice Chair  
(Tenant)

Dionne Philp  
(Tenant)

Cllr Gerard 
Oxford (Council)
(retired in June 2016)

Mark Wright, 
Property 
Services

Anne Grahamslaw 
Chair 
(Independent)

Geoff Foster 
(Leaseholder)

Cllr Mike Lilley 
(Council) 
(retired in June 2016)

Karen Loweman, 
Housing

Cllr Cyril Liddy 
(Council)

Glenn Houchell 
(Independent)

Cllr Julia Havis 
(Council) 
(retired in June 2016)

Michael 
Hadjimichael, 
Resources

Gareth Mitchell,  
Chief Executive

Cllr Daniel Ellis 
(Council)

Julie Parker 
(Independent)

Cllr Mike Hogg 
(Council)

Michala Carey 
(Tenant)

Cllr Nigel Chapman 
Vice Chair  
(Council)

Tina Graves 
(Independent)



Contact us

Email: info@cbhomes.org.uk

Colchester Borough Homes 
PO Box 7888 
Colchester CO3 3YB 
www.cbhomes.org.uk

Tel: 01206 282514

Visit us

Our office in Hawthorn Avenue, Greenstead,  
Colchester has free car parking and is open  
weekdays from 9am to 5pm.

At the Colchester Community Hub  
and Library, Trinity Street, Colchester.

Find us on 

 Colchester Borough Homes

 @ColBoroughHomes

 Colchester Borough Homes


